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Welcome 


Congratulations! You’re about to begin the third book in BLOCKBUSTER’S employee 
development program The Starmaker Series: Assistant Manager module, which outlines the skills 
you must master to work as an AM. To begin this module, you must be certified in The Starmaker 
Series: Customer Service Representative and The Starmaker Series: Customer Relations Coordinator 
modules. 


Program Structure 


Everything you need to know to work as an AM is outlined on the wallchart in your store. All 
Achievements, which are the areas of development you must be certified to become a qualified 
AM, are listed on the chart. Your Store Manager and your District Training Manager will use the 
wallchart to track your progress. 
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Orientation 




NOTES 


Your Role 


It is your responsibility to follow the training program. Although you will work 
closely with your Store Manager throughout this program, utilize all of the 
resources around to you, including the SOP. 

Houj lo Use Ibis Handbook 


This module is self-paced and structured by Achievement. After you 
complete an Achievement section and are confident you can perform all the 
requirements necessary to be proficient in that Achievement area, tell your 
Store Manager that you are ready to be certified. The certification section is at 
the end of each Achievement, and there is a checklist at the back of the 
handbook so you can keep track of your training. After you are certified, your 
Store Manager will sign the checklist and send it to your Regional Trainer. 
Upon receipt, your Regional Trainer will send you a Certificate of 
Accomplishment for this module. 

The certifications are either knowledge-based or skill-based, depending on 
the Achievement. Knowledge-based certifications require you to explain 
concepts or functions to illustrate your understanding. Skill-based 
certifications require you to illustrate proficiency in skills. Your manager will 
certify that you have the necessary skill or knowledge for each Achievement 
by signing your handbook. 



If the certification is knowledge-based, you must complete it 
(generally questions to demonstrate knowledge) before you 
proceed. If the certification is skill-based, you can 
simultaneously work toward illustrating skill proficiency while 
you continue with the next Achievement. 


Cose Studies 


Some of the certifications include case studies that deal with customers or 
employees. You need to determine how to handle the situation addressed in 
the scenario. Your answer should be tied into The Golden Rules for a 
BLOCKBUSTER Experience that you learned in the GSR module. 
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NOTES 


Movie Knowledge 


Although this employee development program should be a rewarding and 
educational experience for you, it should also be fun. Fun and entertainment 
go together, and that’s what BLOCKBUSTER is all about. Test your movie 
knowledge by answering the movie trivia questions throughout this 
handbook. Answers are located at the back of this handbook. You can also 
expand your knowledge by taking advantage of the Employee Film 
Familiarization Program or by reading a book on your favorite star. Learn 
everything there is to know about this dynamic, exciting business so that you 
are well informed and can communicate with our customers. 


AM Achievements 


This module is divided into the following Achievement sections: 

1. Computer System 

2. Credits, Refunds, and Special Functions 

3. Till Management 

4. Time and Attendance 

5. Managing Product 

6. Closing the Store 

7. Opening the Store 
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Hie Focus of on AM 


As an AM, you become part of the BLOCKBUSTER management team. 
With such distinction comes a lot of responsibility. In addition to customers, 
you are now responsible for employees, product, and cash assets. We are 
impressed with your abilities and trust you to manage these elements of your 
job. To start you on your way, this module will teach you the basics. 
However, The Starmaker Senes: Assistant Manager is only one of three 
management modules. 

Your main objective as you progress through this module should be to run 
your own shift comfortably and without assistance from your Store Manager. 
When that happens, you will be ready to move on in BLOCKBUSTER’S 
employee development program. 

In The Starmaker Series: Senior Assistant Manager you will cover the 
following topics: 

• New Employee Paperwork 

• Administrative Duties 

• Merchandising 

• Store Appearance Standards 

• More Product Management 

• Loss and Theft 

• Performance Management 

• Preventing Sexual Harassment 

• Time Management 

In The Starmaker Series: Store Manager you will cover the following topics: 

• Hiring 

• Human Resources Policies and Procedures 

• More Performance Management 

• Financial Results 

• Even More Product Management 

• Labor Planning and Scheduling 

• Emergency Preparedness 


Series: AM 








In the 1983 movie War Games Matthew Broderick plays the part of a teenage computer wizard 
whose ability to understand and manipulate computer commands almost starts World War III. 
The computer system at BLOCKBUSTER is not capable of allowing you to cause world chaos, 
but it is the centerpiece that stores and processes all the data that can affect the day to day 
operations. As an AM, you need to know manager-related commands and functions, .as well as 
what procedures to follow if you have any system problems. 



Achievement 1: Computer Systems 



NOTES 


Learning Objectives 


This Achievement contains the information you need to effectively use and 
understand your store computer system. When you master this Achievement, 
you will be able to: 



lil 


□ Perform a cash drop. 

CD List the eight options on the Manager Menu 
Parti screen. 

CD Explain the purpose of the store E-Mail system 

CD Explain what Computer Support’s role is when 
there is a system problem. 

□ Create a Temporary Category. 

CD Check films into the Bad Film account. 


H 
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Manager Commands 


NOTES 


Your store computer has basic software applications that you will use on a 
daily basis. You learned about these programs in the GSR and CRC modules 
of the Starmaker Series) now it is time to find out what you need to know as an 
AM. We’ll discuss the Point of Sale program (POS) and Manager Menu Parti. 

POS Program ____ 

From the POS program, you can: 

• Perform cash drops 

• Run an EMPBAL Report 

• Assign/deassign employees from their tills 

• Run a Trial Balance 

• Open a cash drawer 

• Deactivate a customer account 

• Restore a balance 

• Enter a film into the Bad Film account. 

Let’s look at each of these in detail. 

Performing ci Cosh Drop 

When you are running a shift in your store, it’s important that the cash in the 
till is at an acceptable level ($250). When the cash exceeds this amount, you 
will need to conduct a cash drop. To do so, follow these steps: 

1. From the Enter Transaction prompt, type CSHDROP and press 
<RETURN>. 

2- The prompts appear as follows: 

• GASH DROP amount 

• Validating employee number 

• Validating password 

• Gash drawer is open, close the cash drawer 
to continue 
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NOTES 


Gash drops appear on the EMPBAL Report , which we’ll discuss next. 



The maximum cash drop amount is $300 per transaction. If you 
have more than that, you need to conduct as many cash drops 
as necessary to bring the cash amount in the till to an 
acceptable level. 


Running on employee Balance Report 


The Employee Balance Report (EMPBAL) gives you a breakdown of all the 
activity that was conducted on a specific till. At the end of each shift, you need 
to perform an {EMPBAL). To do so, perform the following: 

1. From the Enter Transaction prompt, type EMPBAL, then 
press <RETURN>. 

2. The prompts appear as follows: 

• Validating employee number 

• Validating password 

• Select till (employees assigned to tills during the day will be listed) 

» The prompt Would you like to print a EMPBAL Report? 
is displayed when you deassign an employee from the till. 


Assigning / Deassigning an employee 


As an AM, it is your responsibility to assign employees to cash drawers during 
their shifts. When the employee is ready to leave you need to deassign them. 
To assign the employee to a till, perform the following: 

1. From the Enter Tramaction prompt, type ASSIGN, then 
press <RETURN>. 

2. The prompts appear as follows 

• Enter employee to assign 

• Enter drawer number 

• Enter new till Y or N ? 

• Enter validating employee number 

• Enter validating password 
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Deassigning 


NOTES 


After an employee has completed their cash drawer assignment, you need to 
deassign them from that drawer. To do so, perform the following: 

1. From the Enter Transaction prompt, type DEASSIGN, then 
press <RETURN>. 

2. The prompts appear as follows: 

• Gash drawer 

• Validating employee number 

• Validating password 

3. Press <RETURN> after entering each line of data. 

4. The Run Empbal before Deassigning? prompt is displayed. Type 
<Y> or <N>, then press <RETURN>. 

f Even though an employee has been assigned to a terminal, 
a manager can use the terminal at any time. At the Enter 
Transaction prompt, enter your employee number 
and password. 

Running a Trial Balance 

You will occasionally need to run a trial balance to find out how business has 
been so far for that day. To do so, perform the following: 

1. From the Enter Transaction prompt, type TRIALBAL, then 
press <RETURN>. 

2. The prompt appear as follows: 

• Validating employee number 
• Validating password 

Activity on the remaining terminals should stop while the TRIALBAL is 
runriing. Transactions done while it is running are not included in the report. 

■ 

. 
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NOTES 


Opening (he Ccish Drawer 


When a GSR asks you for change, or you need to open the drawer without 
performing a cash transaction, you need to do the following: 

1. From the Enter Transaction prompt, type OPEN, then 
press <RETURN>. 

2. The prompts appear as follows: 

• Validating employee number 

• Validating password 

• Gash drawer 

• Gash drawer is open, close cash drawer to continue 

3. Press <RETURN> after the drawer is closed. 

Deactivating a Customer Account 

If you, or one of your employees, bring up a customer account and the 
message "This customer may be active at another station" appears, type 
DEACT from the Enter Transaction prompt, and scan the customers’ 
card. 
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NOTE 5 


Restoring ci Balance 

When a customer who is trying to rent a tape has had a balance in the past and 
that balance was written off, you need to restore the balance before any 
further transactions can occur. To restore a balance, perform the following: 

1. From the Enter Transaction prompt, type RESTORE, then 
press <RETURN>. 

2. The prompts appear as follows: 

• Validating employee number 

• Validating password 

3. The prompt Continue With Restore Balance Y / N? 
appears. Type <Y> to restore balance or <N> to exit, then 
press <RETURN>. 
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NOTES 


entering ci Film into the Bod Film Account 


When a customer returns a film as defective, enter the film into the Bad Film 
Account until it is repaired or transferred to Distribution. To put films into 
this account, perform the following: 


1. From the Enter Transaction prompt, type BF, then 
press <RETURN>. 

2. Scan all the items that are defective. 

3. Type any comment if necessary. 




When the film is repaired, it must be checked in using the 
Checkin command. 
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Activity 


Port I 

1. Observe your manager run two Employee Balance Reports. 

2. Have your manger show you the paperwork for the last 3 days to 
review if proper cash drops are being made. 

3. Check three films into the Bad Film Account. 

Port II 

Answer the questions below: 

1. What is the maximum amount of cash that is allowed in a cash drawer? 

jfdoo.o® 


Z. The purpose of the Employee Balance Report is to give you a breakdown 
of the activity on an employee’s rental account. 

True or False 


3. Describe the difference between the ASSIGN and 
DEASSIGN commands. 

h SS ] h ALS W- T/Cxy' b 

aj_ ^ j/sff , ^__ 


c. i gr i., 


. C* 3 

/?/*» ! sr/5/7 
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NOTES 


Activity Answers __ 

1. What is the maximum amount of cash that is allowed in a cash drawer? 

Cash drawers should never exceed $250. Tf they d o you shou l d 
perform a cash drop. 


2. The purpose of the Employee Balance Report is to give you a breakdown 
of the activity on an employee’s rental account. 

False, the Employee, balance Report gives you a brea kdown of the 
activity on an employee’s cash drawer. 

3. Describe the difference between the ASSIGN and 
DEASSIGN commands. 

The Assign command is used at t he beginning of an emp l oyee’s shift 
to put them on a register, while the Deassign command is used to 
remove them from a register at the end of their shift. 
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Manager Menu I 


NOTES 


In the first two modules of the Starmaker Series, the majority of your 
computer training dealt with the CSR Menu. It is now time to move into the 
first of two Manager Menus. Understanding the content and commands of 
this Menu will make running a shift much easier. The main options on 
Manager Menu I are: 


• Reading and Sending E-Mail 

• Inventory 

• Accounts Receiving 

• Reports 

• Daily 

• Payroll 

• Labor Scheduling 

• ManagerMenu II 


You will be given an overview of each of these options. Some will be covered 
in more detail in the SAM and SM modules of the Starmaker Series. 


Reading and Sending €-Mail 


Every day when you open the store, one of your responsibilities is to read and 
review any new E-Mail messages. E-Mail is the way the company 
communicates information to the stores. It is important that you review E- 
Mail daily and pass on any necessary information to the rest of the 
management staff. To retrieve E-Mail from the store system, do the 
following: 

1. From the Manager Menu, select Option <A> - Read / Send Mail. 

2. From the Mail Menu, select Option <A> - Print /Display Mail. 

3. Press one of the following PF keys: 


<PF1> 

To exit E-Mail screen 

<PF2> 

To print specific mail message 

<PF3> 

To delete specific mail message 

<PF4> 

To display additional information for a 
specific message 


Achievement 1: Computer Systems 
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NOTES 


From the E-Mail Screen , you will see the following: 

• Who sent the message 

• The date the message was sent 

• Status (S) codes 

D-message flagged to be deleted 
N-message not read 
Y-message read or printed 

• Priority (P) codes 
N-normal 
U-urgent 

4. After you have printed the E-Mail for the day, file it in the 
communications binder. 



Mail messages are deleted from the system based on the 
following parameter settings: 120 days for unread or unprinted, 
30 days for read or printed, and flagged as deleted are removed 
during the second daily process. 


Inventory 


The majority of the Inventory option is covered later in this module in 
Achievement 5: Product Management. You will also have more covered in the 
SM module; however, you’ll need to be familiar with the following topics: 

• Printing inserts 

• Printing labels 

• Maintaining temporary categories 
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Printing Inserts 


There are a number of reasons why you may need to print or reprint inserts. 
You always want to replace worn out or damaged inserts; sometimes, you 
may also receive product with the incorrect information or you may be asked 
to print inserts for another store. To do so, perform the following: 

1. From the Inventory Main Functions Menu , select Option <E> - 
Print Inserts. 

2. Select either Option <A> - Print Inserts for your own store or 
Option <B> - Print Inserts for alternate store. 

3. Enter the part number and copy numbers for the range of film copies 
to be printed. 

4. Press <PF3> to print inserts. 

5. When the inserts are printed, press <PF1> to exit. 

f Part numbers and copy numbers should be separated with 
a space. 

Printing Labels 

Typically, you’ll only have to print labels for PVT product. To print labels, 
do the following: 

1. From the Inventory Main Functions Menu , select Option <D> - 
Print Labels. 

2. Select Option <B> - Print PVT Sale Labels. 

3. Enter the part number and number of labels to print. 

4. Press <PF3> to print labels. 

5. When the labels are printed, press <PF 1> to exit. 
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NOTES 


Maintaining Temporary Categories 


There are times when you need to create a special category for films that are 
not typically grouped together. To do this, perform the following steps: 

1. From the Inventory Menu, select Option <I> - Inventory Support 
Menu, then press <RETURN>. 

2. Select Option <H> - Maintain Temporary Category. 

3. Select Option <A> - Maintain Temporary Category. 

4. Press <PF2> to create a new temporary category. 

5. Type the Temporary Category name, then press <RETURN>. 

6. At the prompt Temporary Category will be created, are you 
sure?, type <Y> to create or <N> to exit. 

Once you have created a temporary category you can add and delete items 
into that category by: 

1. From the Maintain Temp. Category, type <temp. category name> 
and press <RETURN>. 

2. Select one of the following PF keys: 

<PF1> - to exit 

<PF2> - to add part numbers 
<PF3> - to remove part numbers 
<PF4> - to display activity report on screen 

3. When you have completed moving items into a temporary category, 
return to the Maintain Temp. Category Menu, and select Option 
<B> - Print Inserts. 

Accounts Receivable 


Everything that you need from this menu was discussed and covered in 
the CRC module. Two options in the Accounts Receivable Menu, write off 
account balance and A/R summary report, that will be detailed in the Store 
Manager Module. 

Reports 

The Reports Menu will be covered in detail in the SM module. 
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NOTES 


Doily 


You will run DAILY every night as part of your closing duties. As closing 
MOD, you’ll start Daily and it will run during the night. The following two 
flowcharts illustrate how the DAILY program and the DAILY cash 
management flow at the end of each day. 



DAILY Program 
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NOTES 


Transactions 


Cash Drawer 


Cash Drawer 


j Cash Drawer 

□ 

1 




Employee #1 
Balance Report 


Employee #2 
Balance Report 


Employee #3 
Balance Report 


Actual amounts by 
media type, entered 
on worksheet. 


Cash Audit 
Worksheet 


Discrepancy 


YES, could be drawer 
count or total count. 


NO, complete DAILY 
processing. 


DAILY Cash Management Program 
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Payroll 


NOTES 


Getting your employees paid accurately and on time is critical in keeping in 
line with the Rule #4 of the Golden Rules for a BLOCKBUSTER Experience. 
Here are a few common problems which could delay payroll processing for 
one of your employees and solutions that can help: 

Problem: 

Payroll information not polled. 

Solution: 

Release the time clock information by 10 a.m. every Monday. 

Problem: 

Employee information not correct. 

Solution: 

When setting up an employee, the following fields must be 
accurate and up to date: 

Social Security, Customer Type, Exempt Status. 

Problem: 

Not reviewing time card, making manual adjustments. 

Solution: 

Print and review time cards at least once a week. 

If manual adjustments are made, do so prior to releasing the 
timeclock information. 

Print the Timeclock Summary Report to review hours worked for 
the previous day. This is useful to track hours and highlight errors 
which can be corrected before the end of the pay period. 
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NOTES 


labor Scheduling 


Scheduling and the Labor Scheduling Menu is discussed in Achievement 6 of 
the Store Manager module. 

Mcinciger Menu II 

Because the majority of this information is not used on a daily basis, we’re not 
going to discuss it here. Refer to your Systems Training Manual for more 
information about this menu. 
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NOTES 


Pori I 

Answer the following questions: 

1. List the eight options on the Manager Menu I screen. 

a - i / ■ 

b. JL h 

W 2? 

C. /4 C-C-O^- -L 1 £-H t- 4 - 

m, 

e - 

f ‘ ^7 ^ 11 | 

V 77" 


'A 




2. Describe the purpose of the store’s E-Mail option 

_ E f 3 /sj~£ V^c\ _<W<fL ,, ^ 


\ v? / A _ Q v 


/* 7^ 


tt< W / / /t 


3. To print inserts and labels you need to be in the Reports Menu. 

True or False 

4. Assist your manager with creating and putting films into a 
Temporary Category. 


5. What are the three fields in the employee information file thati 
be accurate and up to date to ensure employees get paid? 

b. £&f'l'ww { t r ~ Type. 

c. ^At- n ^ ^icihujS 


Port II 


1. Print labels for PVT while your manager observes. 

2. Observe your manager run Daily. 
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NOTES 



Activity Answers _ 

1. List the eight options on the Manager Menu I screen 

a. Road Send / Mail 

b. \wnp.ntnty Menu 

c . Armunts Re ceivable Menu 

d. Report Menu 

e . Daily Menu 

f. Payroll 

g. lahnr Sched uling Menu 

h. ftlnnnwr Mmu IL 

z. Describe the purpose of the store’s E-Mail option 

E-Mail rhe way the c o mpany communicates important informatio n 
to the store. 

3. To print inserts and labels you need to be in the Reports Menu. 

to print inserts and labels from t he Manaiw Menu Ran L y ou 
need to he in the hmentoiM Mewv 


4. What are the three fields in the employee information file that must 
be accurate and up to date to ensure employees get paid? 

Employee. Social S e curity#. Customer Type and Exempt Stat us. 
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NOTES 


Computer Ifroubleshoolinc) 

Your computer was designed to give you years of trouble free service. 
However, there are certain conditions which can create problems for the 
system and cause it to not operate properly. On those occasions, you will need 
assistance. BLOCKBUSTER has a 24 hour Computer Support Department 
that is ready to assist you. 

As dedicated as Computer Support is, the department does not have the 
manpower to support calls that may be answered at the store level with a 
little research. In this section of the Achievement, we will talk about the roles 
of the store and the Computer Support Department when dealing with 
system problems. 

Store's Hole 

Your role, as well as the role of the rest of your management team, is to 
eliminate all the possible reasons why your system may not be operating 
properly (other than hardware and software problems) before you call 
Computer Support. 

To do this, you must ask yourself some questions: 

• Is this something that has happened before that I can fix? 

• Is there a step that I am omitting that is preventing the system from 
operating properly? 

• Have I exhausted every resource in the store to try and correct 
the situation? 

If you have asked all the above questions and you still cannot get the 
system to function properly, then it is time to contact the Computer 
Support Department. 
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NOTES 


Computer Support 


If you experience problems with the computer hardware or software and are 

unable to correct it, call BLOCKBUSTER Computer Support. The 

Computer Support Department is located in Dallas, Texas and was designed 
to assist you when you need help with your system. 

Call Computer Support if the following situations exist in your store: 

1., Hardware problems. 

2. Software is not functioning properly. 

3. Need report(s) for prior day. 

4. Film update questions (computer support passes the information to 
the appropriate department) 

Computer Support logs and tracks all incoming calls, so it is important that you 
have the following information ready before you place you call: 


1. Your 5 digit store code. 

2. A brief description of the problem and status of what all terminals were 
doing at the time the problem occurred. 

You can contact Computer Support’s staff 24 hours a day, seven days a week 
at the following number: 

(214)-503-1199 



It cannot be stressed enough that computer support is there for 
everyone who has system problems that cannot be corrected at 
the store level. Make sure your system problem is not one that 
is related to a training issue. 
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NOTES 


Achievement 1 Certification 



The is a skill-based Achievement. To illustrate proficiency in this 
Achievement area, complete the following. 


1. Perform each of the following POS commands with your Store 
Manager observing: 

a. Gashdrop 

b. Empbal 

c. Assign/Deassign 

d. Trialbal 

e. Open 

f. Deact 

g. Restore 

h. BF 

2. Discuss a Temporary Category idea with your Store Manager, create 
it, and place product into it. 

3. Track five system problems that have you have observed in your store 
and discuss the problems and solution steps with your Store Manager. 


Store Manager Signature: 
Date: __ 
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Movie Irivici 



1. What actor and movie produced the 
line: "My father made him an offer he 
couldn’t refuse." 



i 

i 
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Achievement 2: 
Credits, Refunds, 
Special functions 


Overview 


In a humorous scene from the 1989 movie When Harry Met Sally, Meg Ryan gives new meaning 
to the word customer. She spends several minutes explaining to the waitress how she wants her 
apple pie a la mode prepared. The waitress patiently takes her order and maximizes customer 
satisfaction by making sure she understands exactly what Sally wants. BLOCKBUSTER also 
knows the importance of treating customers special and maximizing their satisfaction. To help 
ensure customer satisfaction and repeat business, BLOCKBUSTER offers credits and refunds. 

The balance between service and business is a delicate one, but always remember that the heart 
BLOCKBUSTER is customer service. As an Assistant Manager, you can use credits, refunds, 
and special transactions to ensure customer satisfaction. 
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Learning Objectives 



This Achievement contains all of the information you will need to understand 
credits and refunds. When you have mastered this Achievement area, you will 
be able to: 
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Credits 


NOTES 


Just as certain movies — such as Star Wars — provide an excitement which 
makes people want to see it again and again, BLOCKBUSTER enjoys a high 
rate of repeat visits by its customers because of the excellent customer service 
provided by its stores. One way to ensure a high level of customer satisfaction 
is through the eight credit options offered by the store system. Let’s look at 
each credit option, along with the situation in which it would most likely 
be used: 


• Defective Tape ~ Customer returns a rental or sale tape because it 
does not play properly. 

• Wrong Film in Box — Customer returns a rental tape that was in the 
wrong box or a sale tape that was in the wrong cover box. 

• Void — (a) Customer does not have enough money or changed their 
mind about a transaction, (b) Wrong code was scanned (for example, 
UPC code for PVT). 

• Exchange/Retum — (a) Customer returns rental or sale product that 
is not defective for another product, credit on account, or cash. 

(b) Customer rented wrong tape. 

• Extended Viewing Fees Credit — A customer disputes the 
additional rental fees and the MOD cannot favorably resolve the 
situation. 

• Good Will Credit — Issued at the MOD’s discretion to keep the 
customer satisfied. 

• Overling -- Used to correct pricing errors. NEVER use this credit if 
you scanned the wrong code; issue a VOID. 

• Presale Credit — Issued when a customer places a special order for a 
film that is not available or the customer decides to decline a 
special order. 
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NOTES 


Issuing ci Credit 


Before issuing the credit, discuss the situation with the customer. This allows 
you to determine if there is a need for credit and shows the customer that you 
are genuinely concerned with their needs. If the customer has a valid 
complaint, proceed with the transaction as follows: 

1. Bring the customer’s account current. 

2. Press the <GREDIT> key. 

3. Enter your password, then press <RETURN>. 

4. Select the credit type (we will discuss credit types later). 

5. Enter «credit amount», then press <RETURN>. 

6. Create a credit receipt as you would any other receipt. Figure 6 
illustrates a sample receipt. Print two receipts if the customer 
requests one. 

7. Note the reason for the credit on the receipt. Have the customer and 
MOD sign the receipt. If the customer is a new member, include their 
home phone number on the receipt. 

8. Put the receipt under the cash till drawer. 


mm* n. 



CUSIi jeorCE *CI£JU&L 



BLOCKBUSTER VIDEO 
10650 MILLER ROAD 



DALLAS, TX 75238 



(214)503*2730 



Store: 99999 

Employee: 00001 



WOWI What a Difference! 



Balance 

TOP GUN 

$ 

0.00 

Sale 

$ 

14.95 

Credit 

GHOST BUSTERS 

S 

14.95 

Sale 

s 

19.95 

Subtotal 

$ 

19.95 

Tax 

$_ 

.81 

Amount Due 

$ 

20.76 

Tendered Cash 

$ 

2500 

Change Due 

$ 

4.24 

Cust*: 29999900038 

Name: MILLER, JOYCE 

Thank You for your visit. 

We appreciate your business. 


Figure 1: Sample Credit Receipt 


Now that we’ve discussed how to issue a credit, let’s talk about our operational 
credit guidelines. 
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NOTES 


Op er otionol Credit Guidelines 


All credits are tracked by employee and included on each employee’s 
Employee Balance Report - Credit Detail Report. You must reconcile the credit 
receipts against the Employee Balance Report - Credit Detail created at the end 
of the till assignment (we will discuss reconciliation in the next assignment). 
A credit receipt should be in the till for each credit listed on the Employee 
Balance Report - Credit Detail Report. To give you an idea of operational 
problems associated with credits, let’s take a look at situations and actions for 
each credit type. 


Defective Tope 

A customer returns a sale or rental tape to your store because it does not 
play properly. 



ExAMplE 


Mrs. Sanderson has returned the copy of Far and Away she 
rented yesterday because it does not play properly. 


If the customer cannot watch the tape, they will not be satisfied and will have 
a negative impression of BLOCKBUSTER. Our objective is to satisfy the 
customer, so issue a Defective Tape Credit to them. 


1. Apologize to the customer for any inconvenience. 

2. Issue the customer a credit. If the customer is calm and seems 
receptive, remind them about tracking on their VCR. 

3. Verify that the video is defective AFTER the customer has left by 
playing it in a VCP. If it is defective, process the tape accordingly. 


Refer to the Defective Tape Policy in Support Operations 
Chapter 8 - Product Management for more information. 
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NOTES 


Ulrong Film in Box 

The customer rents or purchases a tape and the wrong tape is 
in the box. 



ExampIe 


Mr. Ashworth purchased a copy of Goldfmger as a gift for his 
grandson; when the boy opened the box, he found instead that 
the box contained a copy of Diamonds are Forever. 


Our objective is to satisfy the customer. If the movie they rented or purchased 
is in the wrong box, we must correct the mistake quickly and courteously. To 
issue a Wrong Film in Box Credit, perform the following: 

1. Apologize to the customer for any inconvenience this may have 
caused them. 

2. Issue a credit (no credit is necessary if the film was rented or purchased 
and returned the same day). 

3. Give the customer the correct film. 

Void 

There are occasions when a customer comes to the register to check out a 
tape, but does not have enough money or has changed their mind about a 
transaction. There may also be times when the wrong code for the product is 
scanned (e.g., UPC code for PVT). 



ExampIe 


Mr. Robinson has brought the movies he wishes to rent to the 
check-out counter, but realizes he has left his wallet at home. 


To issue a void, perform the following: 


1. Credit the customer’s account. 

2. Comment the customer’s account with an explanation stating why the 
void credit was issued. 


Monitor totals for this type of credit; auditors and loss prevention make 
“customer service” calls to verify credits are legitimate. 
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Cxchonge/Aeturn 


NOTES 


Customers may return a rental or sale product that is not defective, or may 
have rented the wrong tape by mistake. 



ExAMplH 


Ms. Johnson wants to return her copy of National Geographic 
Explorer and exchange it for another one because it does not 
cover the material she wants to teach to her class. 


Our objective is to satisfy the customers. An Exchange/Return Credit can be 
issued for another product, credit on the customer’s account, or cash. To 
make an Exchange/Return Credit, perform the following: 

1. Apologize to the customer for any inconvenience. 

2. Perform one of the following: 

a. Exchange the film for the customer. A rental exchange is allowed 
within the same day. 

b. Return the film to stock and issue the customer a credit. 

3. Comment customer’s account with an explanation stating why the 
credit was issued. 

Monitor the totals for this credit; auditors and the loss prevention department 
make customer service calls to verify that credits are legitimate. 


Refer to the section on making the most of customer 
opportunities in Daily Operations Chapter 3 - Member Services. 
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NOTES 


extended Viewing Fees Credit 


An Extended Viewing Fees Credit can be issued when a customer disputes 
the additional rental fees and the MOD cannot favorably resolve the situation. 



ExampIe 


Mr. Wilkinson insists that he does not owe extended 
viewing fees because he returned the movies he rented to the 
after-hours drop box. 


Not checking movies back in on a timely basis...returning tapes to the wrong 
store...not informing the customer of the correct due date...not explaining the 
rental period clearly -- these are possible reasons why a customer may not 
actually owe EV Fees. These factors may also lead to unresolvable disputes 
with customers, which negatively impacts BLOCKBUSTER’S image. To 
issue an Extended Viewing Fees Credit, perform the following. 

1. Apologize to the customer for any inconvenience. 

2. Issue the customer a credit. 

3. Comment the customer’s account when the credit is issued; auditors 
and loss prevention make “customer service” calls to verify credits 
are legitimate. 

f Credit given for extended viewing fees should not be 
identified as a Good Will Credit. 

Good Ulill Credit 

Good Will Credits are issued at the MOD’s discretion to keep 
customers inconvenienced by poor service, system problems, etc. satisfied. 


Mr. Browne had to wait in line for over 
ten minutes because only one CSR 
showed up for the shift. 


Correct the cause of the customer’s anger with a 
Good Will Credit. Issue this type of credit with 
discretion and infrequently. Credit given for 
additional rental fees dispute should NOT be 
identified as good will credit. 
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To issue a Good Will Credit, perform the following: 

1. Apologize to the customer for any inconvenience they may 
have experienced. 

2. Issue the customer a credit. 

3. Comment the customer’s account with an explanation of why this 
credit was issued. 

Overling 


NOTES 


Overrings are used to correct pricing errors. Never issue this credit type if the 
wrong bar code is scanned; issue a VOID instead. 


The computer charged $5.75 for an item priced at $3.58. 


At times, bar code labels, pricing stickers, or rent codes on products may not 
agree with data in the store system; notify your manager about pricing 
discrepancies. Verify that labels are reprinted and products are remarked 
when price changes. To issue an overling, perform the following: 

1. Apologize to the customer. 

2. Issue the customer a credit. 

3. Comment the customer’s account when the credit is issued; auditors 
and loss prevention make “customer service” calls to verify credits 
are legitimate. 
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NOTES 


Presale Credit 


Issued when a customer places a special order for a film that is not available, or 
a customer decides to decline a special order. 



ExAMplE 


Ms. Ramsey special ordered a copy of What a Way to Go /, but 
has decided she does not want it. 


A Presale Credit should be issued to a customer when a distributor cannot fill 
a customer special order or when a customer decides to decline a special order. 
To issue a Presale Credit, perform the following: 

1. Issue the customer a credit. 

2. Comment the customer’s account when the credit is issued; auditors 
and loss prevention make “customer service” calls to verify credits 
are legitimate. 
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Itaddng Credits 


NOTES 


It is important for you to carefully track all credits to ensure they are valid and 
properly issued. Credits must be verified against the credit receipts as each 
employee’s till is closed out and an Employee Balance Report (EMPBAL) is 
created. To reconcile the receipts, compare the EMPBAL-Credit Detail to the 
till’s credit receipts. 



Figure 2 illustrates an Employee Balance Report- Credit Detail 
with a total of $9.00 in credits. Figure 3 illustrates the three 
credit receipts that correspond to the EMPBAL - Credit Detail. 
The credit amounts on the receipts also total $9.00. 



If you don’t print a credit receipt when issuing a credit, the 
MOD should print a history and investigate. 
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BLOCKBUSTER VIDEO 

page 1 

OP Mi 


10544 MILEft ROAD 

21-APR-1992 

EMP6ALDS 


EMPLOYEE BALANCE REPORT-CREOfT DETAIL 

15:55:00 

Til Number: 1 

Employee Nun* iONES^MADC 

Employee Number: 20 



CMEOtTTVPC 

TIME 

I D. EMPLOYEE NAME 

PRODUCT CODE CUSTOMER # CUSTOMER NAME 

AMOUNT 

EXCHANGE41ETURN 12:30 

00021 KEY,UN DA 

34*002(6754001 4600212471 

GATUN, CHARLIE 

3 JOO 

EXCHANGE/RETURN 13:06 

00015 SMITH, SALLY 

3460021W70001 *0021344* 

JONES, RKXEE 

3.00 

IXCHANGEfllETUltN 14:06 

00015 SMITH, SALLY 

34600213441001 4600206775 

FAIRCHILD, WENDY 

300 

TOTALCREWTS 





9.00 


Figure 2: Sample Employee Balance Report - Credit Detail 





Figure 3: Sample Exchange!Return Receipts 
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NOTES 


Activity 


Port I 

1. Observe your manager discuss a credit request situation with a 
customer. Do this several times to develop your own technique of 
working with customers. 

2. Work with five customers using the eight credit types to ensure ' 
customer satisfaction. Have your manager observe you and critique 
your performance afterward. 


Pori II 


1. Name the eight types of credit options: 

n l-r- /•«_!. 

a. 


b. 

c. 

d. 

e. 

f. . 

& 

h. 


f t’ -t <T ? >7A- 

Ell%A Ly 


nYChfi -^cj' 

J i ” ^ 

S\f> TUrrY 


.... <OOOr) h>>), 

1 O.f/A/F' • 


■ /) 

_ YJjLjlL Ln& 

> 

_ 

✓ 

Stk-iJ. . 

_l- J d lA ____ 


'—-v (iV 



2. Name the credit type for each situation: 


a. 

b. 


c. 

d. 

e. 

f. 

& 

h. 


Customer declines a special order. 

Customer disputes EV fees._ 

Customer changed their mind._ 

Used to correct pricing errors._ 

Tape does not play properly._ 

Issued to keep customer satisfied. 
Customer rented the wrong tape.. 
Rental/sale tape in the wrong box. 


At OfijJ C rtdV h 

bj/ Fees Ci&LJl 

Vo lA _ 

&&jLzA±i-$ _ 

uJL [ 

£ / ) %yvj s? s h./f 

—_ ElJLteZ Lt 3^)( 
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NOTES 


Activity Answers 


1. Name the eight types of credit options. 

a. Defective Tape 

b. F.V Fees Credit 

c. Fxchange/Return 

d. Good Will Credit 

e. Overring 

f. Presale 

g. Void 

h. Wrong Film in Box 


2. Name the credit type for each situation: 


a. Customer declines a special order. 

b. Customer disputes EV fees. 

c. Customer changed their mind. 

d. Used to correct pricing errors. 

e. Tape does not play properly. 

f. Issued to keep customer satisfied. 

g. Customer rented the wrong tape. 


Presale Credit 
F.V Fees Credit 
Void 
Overring 
Defective Tape 
Goodwill Credit 
F.voh a n ge/R efn rn 
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Processing Refunds 


NOTES 


You may issue a refund for merchandise bought at your store or another 
BLOCKBUSTER location. BLOCKBUSTER offers refunds on sale 
merchandise within the following guidelines: 


For new tapes: 

• Full cash refund anytime for sale merchandise in original seal 
with receipt. 

• Full cash refund for up to 60 days for sale merchandise with a receipt 
and an opened box. 

• Account credit (at the MOD’s discretion) for sale product with 
no receipt. 

For PVT tapes: 

• Full cash refund up to 30 days after the sale with a receipt. 

• Account credit up to 30 days after the sale without a receipt (the 
product must have a BBV label). 

Display the Refund Policy (as shown below in Figure 4). 


BUCKUISKR* VIDEO 

Refund Policy 

HEW VIDEOS 

Refund an)1ime with rcctipl 
If original packaging is tmoptoed 



Figure 4: Refund Policy Sign 
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NOTES 


Issuing ci Refund 


It is important to check the customer’s account history before issuing a refund. 
Discuss the reason for the refund with the customer. If you feel the 
customer’s reason is valid, proceed with the refund transaction as follows: 

1. Bring the customer’s account current. 

2. Process the proper credit on the customer’s account. 

Make sure the refund is given in the same payment form as originally 
received (e.g, VISA credit for a VISA purchase). 

3. Type «form of payment» «amount». 

4. Press the <REFUND> key. 

5. Enter your I.D. and password. 

6. Create a credit receipt (as you would any other receipt) and include 
the reason for a refund, MOD signature, customer signature, and 
customer home phone number if a non-member. 

7. Complete the transaction by giving the customer the proper 
amount due. 

8. Put the receipt under the cash till drawer. 

f Be extra cautious when giving a cash refund for an item 
purchased by check; the waiting period is 7 days from 


Itacking Refunds 


To prevent employee theft, verify all refunds as each employee’s till is closed 
out and an EMPBAL is created. Compare the EMPBAL - Credit Detail Report 
to the till’s credit receipts. 
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Activity 


Port I 

1. Observe as your manager discusses a refund request situation with a 
customer. Do this several times to develop your own technique of 
working with customers. 

2. Work with five customers using refunds to ensure customer 
satisfaction. Have your manager observe you and critique your 
performance afterward. 


NOTES 


Pori II 

1. Explain BLOCKBUSTER’S refund policy for: 

a. New tapes: fc&Lutg. ■< Svl IfL jhjiJL 

Lj cc- ^ ^ c /' Le> 

b. PVT tapes: (?_ gu~,4~e asl t gg? ^ 


£_ Qj_ '<• e c_ •c 


j r, c-u 4 SU -fo b'll 


2- It is important to check the customer’s L before issuing 

a refund. / 
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NOTES 


Activity Answers 


1. Explain BLOCKBUSTER refund policy for: 

New tapes: 

• Full cash refund anytime for sale merchandise in original seal with 
receipt. 

• Full cash refund for up to 60 days for sale merchandise with a 
receipt and an opened box. 

• Account credit (at the MOD’s discretion) for sale product with no 
receipt. 

PVT tapes: 

• Full cash refund up to 30 days after the sale with a receipt. 

• Account credit up to 30 days after the sale without a receipt (the 
product must have a BBV label). 

2. It is important to check the customer’s account history before issuing a 

refund. 
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NOTES 


Special Functions 


Credits and refunds typically mean there was a problem with a customer’s 
account which you had to resolve. There are some special functions you can 
use to help handle these situations: 

• Comments 

• Warnings 

• Holds 

You are now going to learn how and when to place these on a 
customer’s account. 

Comments 


Comments are used to bring attention to a specific event or transaction that 
took place with a customer. They are visible whenever the customers’ history 
is printed or brought up on the screen. 



Because the customer has the ability to read the comments 
that are placed on their account, there should never be 
anything that would possibly offend that customer. Comments 
should always be factual and professional. 


Typical comments deal with extended viewing fees, account maintenance 
transactions and unique situations of that account Some examples are 
listed below: 

• Extended Viewing Fees Valid. 

• Will bring tapes back on Tues. 


• Do not call at work. 


To place a comment on an account you must be in the Point of Sale Menu then 
perform the following: 

1. Bring the customer account current that you want to comment. 

2. Type Com at the Enter Transaction Prompt. 

3. Type the comment (up to 37 characters) in the box, then press the 
<RE'FUR N > key. 
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NOTES 


Comments are automatically deleted every 60 days by the software. If you 
want to delete a comment prior to that, perform the following: 

1. Bring the account current and type DEL COM at the Enter 
Transaction Prompt. 

2. Enter the validating employee # and password. 

3. Each comment is displayed one at a time. Type <Y> to delete a 
comment or <N> to keep the comment on the account. 

Warnings__ 


Warnings are different from comments in that they are more permanent and 
they will flash on the screen every time the account is brought current. 
Warnings would typically be something that the customer has asked to have 
placed on the account. 



The warning may read Check ID for each transaction. 


The procedure to place and delete warnings on accounts is the same as 
those for comments; the only difference is that you would type WEN 
instead of COM. 


Helds 


Placing a customer on hold prevents a member from renting or purchasing 
items until a problem is resolved or a customer is notified of an unusual 
incident pertaining to their account. A manager ID and password is required 
to place an account on hold or to remove a hold. The account is placed on hold 
by performing the following: 

1. Bring the account you wish to put on hold current. 

2. Press the <EDIT> key and select Line 23. 

3. From the Hold Type prompt, type the appropriate type of hold, then 
press <RETURN>. 

4. Press <PF1> to save the changes. 

5. To remove a hold, press the <SMFT> and <EETUEN> keys. 
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Types of Hold Accounts 

Hold App Used when a customers’ membership application 
is incomplete. 

Hold Col Assigned when a Bad Debt amount is written off 
automatically by the system. 

Hold Grd Used when a membership card is left in the store. 

Hold LG Used when a membership card has been lost. 

Hold STL Used when a membership card has been stolen. 

Hold Mgr Used in an extraordinary situation which only the 

manager should handle. 

Hold Nsf Used when the customer has given a non-sufficient 
funds check for payment. 


NOTES 
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NOTES 


Achievement 2 Certification 


This is a skill-based Achievement. To illustrate proficiency in this 
Achievement area; complete Part I and Part II with your Store Manager’s 
approval. 

Port I 

1. Give five different examples to solve five different customer problems. 

2. Verify credits from two days against the credit receipts and EMPBAL. 

3. Give a customer a refund (with your manager’s approval). 

Part II -- Case Study 

Determine how you would handle the situation below. Tie your answer into 
the Golden Rules for a BLOCKBUSTER Experience. 

You have just had a managers’ meeting and the topic of discussion was 
how unusually high the defective credits have been in your store this 
month. A customer walks in to return three tapes and says that one of 
the tapes wouldn’t play in their VCR. What should be your next step? 


Congratulations!!! 


St ore Manager Signature: 
Date:__ 
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Achievement 3: 
fill Management 



Overview 


Money, Money, Money. We’re always hearing about this movie’s budget or that star’s salary. 
The truth is, the careful management of a budget is often the deciding factor between the 
success or failure of a movie or a business. The goal of this Achievement is to train you to 
successfully manage and maintain the store’s cash assets. To master this Achievement, you must 
be able to: 

• Manage the store’s cash assets. 

• Use till audits to prevent customer and employee theft. 

• Safeguard the store’s cash assets. 


Achievement 3: Till Management 




NOTES 


Learning Objectives 


This Achievement contains all of the information you will need to properly 
manage the till. When you have mastered this Achievement area, you will be 
able to: 
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Cosh Drops 


NOTES 


Gash drops are a means to keep cash levels in the tills low and are designed to 
minimize the risk of loss by securing excess till cash from theft or accident. 
Gash can be stored in drop safes, mechanized safes, or in the office safe. 


Determlnlna When to Moke o Cosh Prop 


Make cash drops as necessary throughout the day in an inconspicuous manner. 
Use the information in the following table as a guideline when making cash 
drops for your store: 



Mcikkig Hie Cosh Drop 

Follow the guidelines below when making a cash drop: 

1. Make cash drops as inconspicuously as possible. 

2. Have the GSR count and verify the cash drop. 

3. Place only the cash in an envelope and write your name and the 
amount of cash enclosed on the envelope. 

4. Have the GSR initial the envelope. 

Do not include checks or traveler’s checks in the cash drop. 

5. Seal the envelope, then drop it into the drop safe. 
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NOTES 



entering the Cosh Drop Amount Into 
the System_ 


You must use the CSHDROP command to enter the amount of the cash drop 
in the store computer system. The CSHDROP command is MOD password- 
protected. 

To enter the cash drop amount into the system, perform the following: 

1. Type CSHDROP at the ENTER TRANSACTION prompt, 
then press <RETURN>. 

The system displays the following prompts: 


• Cash Drop amount 

• Validating employee number 

• Validating password 


2. Enter the appropriate information at the prompts, pressing 
<RETURN> after each entry. 

The system records the entry and displays it on the EMPEAL Report. 



The maximum allowable cash drop amount is $300 per 
transaction. If you are depositing more than $300, you will 
need to perform the cash drop procedure as many times as 
necessary. 
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Activity __ 

Port I 

1. Have your manager demonstrate how to enter the cash drop amount 
into the store system. Make sure your password has been entered into 
the store system. 

2. Make a cash drop when required to do so. Have your manager 
observe you to ensure that you follow the proper procedures and 
precautions. 

Pori II 


1. Make cash drops as necessary throughout the day. 

True or False 

2. Gash drops are designed to secure excess till cash from theft or 
accident. 

True or False 

3. List the steps for entering the cash drop amount into the system: 

r , 



NOTES 
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NOTES 


Activity Answers __ 

1. Make cash drops as necessary throughout the day: 

True 

2. Cash drops are designed to secure excess till cash from theft or 
accident: 

True 

3. List the steps for entering the cash drop amount into the system. 

a. Type CSHDROP at the ENTER TRANSACTION 
prompt- then press <RBTLJRN >. 

b. Enter the required informatio n at each prompt , pressing 
^RRTITE1NK after each entry . 
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NOTES 


fill Audits 


Every till is audited at the end of each shift and compared against the 
appropriate EMPBAL Report. 



Before beginning a till audit, create an EMPBAL Report , empty 
the cash till, coupons, credit and refund slips, and credit card 
slips from drop safe and take everything to the office. 


To perform a till audit: 

1. Count down the till to $50, $75, or $100 (depending on what the cash 
till set-up is in your store) using an adding machine. Initial the tape 
when you are finished and place the tape in the till. 

2. Count the remaining cash, checks, redeemed gift certificates, and 
credit card slips. Log the amounts on the Daily Cash Balancing 
Worksheets shown on the following page in Figure 11. 

3. Add the column to determine the "Actual Amount" line on the Daily 
Cash Balancing Worksheet. 

4. Take the amount from the total line and enter it on the "Comp Amt" 
line on the Daily Cash Balancing Worksheet. 

5. Compute the difference between the "Actual Amt" and the "Comp 
Amt" to determine the "Over/Short" line on the Daily Cash Balancing 
Worksheet. 

6. Enter the amounts from the "Disbursements," "Credits," and 
"Refunds" lines of the EMPBAL Report on the appropriate lines on the 
Daily Cash Balancing Worksheet. 

7. Put the cash and credit card slips in the bank bag in the safe. 

8. Put the cash till in the safe and lock the safe. 

9. Verify the credit and refund receipts against the EMPBAL Report - 
Credit Detail. 

10. Verify that all coupons and redeemed gift certificates are voided 
and dated. 

11. Put the coupons and credit/refund receipts in an envelope and staple it 
to the EMPBAL Report. 

12. File the gift certificates with others awaiting redemption. 
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NOTES 


13. The manager and CSR should initial the Daily Cash Balancing 
Worksheet (see Figure 5). 


f The CSR should always be present when their till is being 
counted down. 



Keep all money out of the view of customers. Put it in a 
BLOCKBUSTER bag or empty tape case. Never carry cash in 
your hands. 



Figure 5: Filling Out the Daily Cash Balancing Worksheet 
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Managing Not Cashed Oul Accounts 


NOTES 


A Not-Cashed-Out (NGO) Account is any account that has not been properly 
tendered, thereby leaving a balance on the customer’s account. To print an 
NGO account, perform the following: 

1. Select Option <E> - Daily Menu from the Manager Menu Parti. 

The system displays the Daily Menu and prompts you for a selection. 

2. Select Option <J> - N.G.O. Report 
The system automatically prints the report. 

Manage Not-Cashed-Out Accounts as follows: 

• Review the account histories of all customers listed on the Not Cashed 
Out Report (refer to Figure 6 for more information). Determine why the 
accounts have a balance. 

• Ask the CSRs if they remember the customers paying their balances 
and what payment methods were used (cash, checks, or credit cards). 

• Cash out all accounts determined not cashed out in error. 

• DO NOT cash out accounts that you cannot justify as errors. These 
should show up as overages during the till audit if payment was taken. 
Gash these accounts out after they are justified through the till audit. 


99999 

OPNS 

NOT__CASHED_ 

OUT 

BLOCKBUSTER VIDEO 

10540 MILLER ROAD 

NOT CASHED OUT REPORT 


PAGE 1 
15-APR-1992 

OS: 25 



REPORT FOR 04/14/92 

SORTED EMPLOYEE NUMBER-TIME 



EMPJt 

TIME 

CUSTOMER NUMBER AMOUNT 



07954 

22:39:17 

22:40:15 

2-99999-03531* 3.00 

2-99999-03534 9.00 





TOTAL FOR 07954 SMITH, JOHN 

12.00 


07955 

22:39:15 

2-99999-04531 3.00 





TOTAL FOR07955 JONES, LINDA 

3.00 




TOTAL AMOUNT NOT CASHED OUT 

ISJS 


* EMPLOYEE ACCOUNT 





Figure 6: Sample Not Cashed Out Report 
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NOTES 


Researching Over/Short Cosh Tills 


Some possible reasons the cash till is over: 

• There are accounts not properly cashed out. Check the Not Cashed 
Out Report. 

• Employee cash handling errors. 

• Starting with an inaccurate till amount. 

• Employee theft. 

Some possible reasons the cash till is short: 

• Cash has been left in the cash till or safe. 

• Employee cash handling errors. 

• Starting with an inaccurate till amount. 

• Employee theft. 

Handle overages/shortages in the cash tills like other disciplinary situations 
(exceptions may be made for blatant cash mishandling): 

• Verbal counseling. 

• Written counseling. 

• Final warning. 

• Termination. 
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NOTES 


Activity 


Pori I 

> 

1. Count down tills with your MOD for a minimum of three shifts, 
or until you can perform them quickly and without error. Have 
your MOD check your calculations to ensure you are following 
proper procedures. 

2. Review an NCO Report and research any NCO accounts. 


Pori II 


1. Every till should be audited by_ A/ £>. j(). 

with the C. ^ who managed that till. 


2. The At* tjJ# iZa L ^ used as a reference to 


reconcile the till Amount. 


r fn 


f 


3. Match with the correct answer 


a. 

b. 


c. 

d. 


e. 


BLOCKBUSTER bag v Account not properly tendered 

Not-Cashed-Out AccountX^ . Standard disciplinary procedure 
Unannounced cash audits. y\/ Performs all till audits 
Handle overages/shortages Used to disguise till cash 
MOD ' Prevents employee theft 
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NOTES 


Activity Answers 


-*Sf 


1. Every till should be audited by the MOD with live GSR who managed 
that till. 


2. The Employee Balance Report is used as a reference to reconcile the till 
amount. 


3. Match with the correct answer: 


a. BLOCKBUSTER bag v > Account not properly tendered 

b. Not-Cashed-Out Account * \ , Standard disciplinary procedure 

c. Unannounced cash audits \/y Performs all till audits 

d. Handle overages/shortages / y\J v Used to disguise till cash 

e. MOD Prevents employee theft 
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NOTES 


Store Change Fund 


Each store maintains a fund that is used for change for the cash tills. This is 
referred to as the store change fund. 

• Keep the store change fund in the safe. 

• Count the change fund at the beginning of the day. Record the 
amount on the “Change Funds Cash” line of the previous day’s Daily 
Cash Balancing Worksheet (refer to Figure 7 for more information). 

• Count the change fund when changing shifts. 

• Count thb change fund at the end of the day. Record the amount on 
the current day’s “Change Funds Cash” line of the Daily Cash 
Balancing Worksheet. 



Figure 7: Daily Cash Balancing Worksheet - Change Funds Cash Lines 


f Use the store change fund strictly for making change for the 
cash tills. DO NOT use this money for anything else. Always 
keep a consistent amount of money in the fund. Report any 
variations to the District Manager. 
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NOTES 


Activity 


Port I 

1. Discuss your particular store’s change needs with your manager. 

Part II 

Start with Question #1 and proceed according to the instructions; do not follow 
these questions in sequential order. 


1. You record the store change fund on the Daily Cash Balancing Worksheet. 
If your answer is yes, go to 3; if it is no, go to 5. 

2. You’re right. You count the change fund at the end of every shift. If 
your answer is yes, go to 9. If your answer is no, go to 5. 

3. You’re right. The store change fund can be used for store expenses. If 
your answer is yes, go to 7. If your answer is no, go to 6. 

4. Should the store change fund be kept in the safe? If your answer is 
yes, go to 2. If your answer is no, go to 5. 

5. You’re wrong. Go back and try again. 

6. Right on. Try 4. 

7. Wrong. The store change fund is used strictly used for making change 
for the cash tills. Go back to 3. 

8. You’re right. You actually count the change fund when shifts change 
and at the beginning/ending of each day. Awesome Job! You’re 
finished with this activity. 

9. Way to go... Your answer is correct. Go to 10. 


10. You can count the change fund once a day. If you disagree, go to 8. If 
you agree, go to 5. 
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NOTES 


Midday Bank Deposit 


For security measures, or during periods of extremely high volumes (holiday 
season), you may be required to make a midday bank deposit. 

f Your District Manager will notify you when and if you are to 
make a midday bank deposit. 

Prepare the Midday ftank Deposit 


To prepare a midday bank deposit, perform the following: 

1. Create a Trial Balance Report between 4 and 5 p.m.: 

a- Type TRIALBAL at the Enter Transaction prompt, then 
press <RETURN>. 

b. Enter your password, then press <RETURN>. 

2. Make a midday bank deposit if receipts total more than $1000. (If 
receipts total less than $1000, you are not required to make a deposit.) 

3. Count down existing tills when the closing MOD arrives for their shift. 

4. Accumulate all monies taken in thus far and determine the midday 
deposit amount. Round the deposit amount to the nearest ten dollar 
increment (e.g., if total receipts are $1137.89, the midday deposit 
would be $1130.00). DO NOT include checks in the deposit. The 
midday deposit contains CASH ONLY; Keep the remaining monies 
in the safe to be included in the end of day deposit. 

5. Fill out a deposit slip. 

6. Take the deposit to the bank by 5:30 p.m. Return the validated 
deposit slip to the store. If the bank is not open, use the bank’s 
overnight depository and remind the MOD opening the following day 
to pick up the validated deposit slip. 
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NOTES 


Molting Hie Bonk Deposit 


When making a midday bank deposit, remember: 

• Midday bank deposits must be made by 5:30 p.m. 

• Whenever possible, two people should make the deposit. 

• Make NO other stops on the way to the bank. Return to the store 
directly after making the deposit. 

• DO NOT walk to the bank unless that walk is shorter than the walk to 
your car. 

• Don’t be predictable; take a different route to the bank every day. 

• If making a deposit into an after hours bank depository, check to see 
that the bank bag drops completely into the depository and is not 
exposed in any way. 

• Verify the amount on the validated bank deposit slip and initial. 

• If your store is currently using an armored car service to pick up your 
deposit, DO NOT make a midday bank deposit. 


6 & 
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Activity 


NOTES 


Pori I 

1. Have your manager show you the bank branch your store uses. Find 
out if they have a commercial lane in the drive-through. 

2- Make a midday bank deposit with your manager. Have your MOD 
observe you prepare the deposit. 

Port II 

1. When making a midday bank deposit, remember: 

• Midday bank deposits must be made by_ '5~3 O /f M. 

• Whenever possible, 71»/.v^.^ U people should make the deposit. 

• Make Ho ✓ stops on the way to the bank. Return to the store 

directly after making the deposit. 

• )% m t Jsj £, l.M _to the bank unless T~A J- u j Li. eA* r - 

• Don’t be v?<€d>\. n..* _; take a different route to the bank 

^ I 

f ni Oc. Ljf 

-?- 7 - 

• If making a deposit into an after hours bank depository, ensure 

that the bank bag ill o^s. )fi, I, and is not 

i ft) /a 

• Verify the amount on the U<{ T,- A / deposit slip. 

• If your store is currently using an A g^or re) £ ggafr to pick up your 
deposit, bt> Mu T" make a midday bank deposit. 
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NOTES 


Activity Answers 


1. When making a midday bank deposit, remember: 

• Midday bank deposits must be made by 5:30 p.m. 

• Whenever possible, two people should make the deposit. 

• Make NO other stops on the way to the bank. Return to the store 
directly after making the deposit. 

• DO NOT walk to the bank unless that walk is shorter t han the 
walk to your car . 

• Don’t be predictable; take a different route to the bank every day . 

• If making a deposit into an after hours bank depository, ensure that 
the bank bag drops completely into the depos itory and is not 
exposed in any way . 

• Verify the amount on the validated bank deposit slip. 

• If your store is currently using an armored car service to pick up 
your deposit, DO NOT make a midday bank deposit. 
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NOTES 


Achievement 3 Certification 


This is a skill-based Achievement. To illustrate proficiency in this 
Achievement area, perform Part I and Part II with your store manager 
reviewing your performance. 

Part I 

1. Make three cash drops with 100% accuracy. 

2- Audit tills at the end of a minimum of three different shifts, or until 
you achieve 100% accuracy. Resolve any overages/shortages you 
may find. 

3. Count the store change fund at the end of a minimum of three shifts, 
including a minimum of one time at the end of the day. 

4. Prepare a minimum of three bank deposits, or until you achieve 100% 
accuracy. 

5. Make three bank deposits. 

Port II — Cose Study 

Determine how you would handle the situation below. Tie your answer into 
the Golden Rules for a BLOCKB USTER Experience. 

It’s 4:30 pm. on Friday and you just remembered that your manager 
asked you to staighten and organize the office before you leave at 5:00. 
Your opening CSR is scheduled to leave in fifteen minutes. There is 
no way that you can clean the office and get your CSR out on time. 
What should you do do? 


St ore Manager Signature: 
Date: 
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3. What part does Martin Scorcese play 
the Taxi Driver? 




Achievement 4: 
Time and 
Attendance 



Overview 


Time has been the subject of 
numerous movies over the years, 
since it is one of the most difficult 
things to manage in life. Time 
became a difficult issue for Bill 
Murrary in Groundhog Day, since the 
same day repeated itself over and over 
again. The character had no control 
over time, and so could not control his 
life. As an AM, you must be able to 
quickly resolve all issues related to 
time and attendance tracking. The 
goal of this Achievement is to teach 
you to manage time and attendance 
for your BLOCKBUSTER store. 



Achievement 4 :Time and Attendance 
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NOTES 


Learning Objectives 


This Achievement contains all of the information you will need to track 
employee attendance. When you master this Achievement area, you will be 
able to: 
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lime Cords 


N0TE5 


You must check employee time cards to ensure that they are paid correctly 
and work their scheduled hours. 

employee Responsibilities 


All employees are responsible for printing, verifying, and signing their own 
time cards after completing their last scheduled shift for the pay period. Make 
sure they turn all verified and signed time cards in to you at the end of the 
pay period. 

Vour Responsibilities 


Every morning, print a Time Card Summary Report to verify and edit the 
previous day’s time cards to ensure that all employees clocked in and out as 
scheduled. 

f As an AM, you should manage your employees’ time and 

attendance. Ensure they are clocking in when they work and 
do so only for themselves. Make sure they are actually ready to 
work when they clock in. 

To print a Time Clock Summary Report, perform the following: 

1. Select Option <F> - Payroll Menu from the Manager Menu Part I. 

Z- Select Option <D> - Time Clock Summary Report from the 
Payroll Menu. 

3. Press <RETURN> to print the previous day’s report. 

On Monday of each new pay period, verify and, if necessary, edit each 
employee time card. (All employees should have turned their verified and 
signed time cards in by this time.) After you have checked and initialed all 
cards, mail them to the corporate payroll department. 

Refer to Daily Operations Chapter 1 - MOD Opening Duties and 
Chapter 5-MOD Closing Duties for more information. 
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NOTES 


editing lime Clock entries 


To edit time clock entries, perform the following: 


1. Select Option <F> - Payroll Menu from the Manager Menu Part I. 

2. Select the Payroll Maintenance Menu. 

3. Select Option <A> - Edit Time Clock Entries. 

4. Select the desired employee number. 

5. Select the desired time option. 

6. Edit the time as required, then press <RETURN>. 



You must enter the time in military format (for example, enter 
1 p.m. as 13:00). 


lime Clock Procedures 


All time clock procedures must be performed on a timely basis so that 
employees are paid accurately and on time. The following is a list of the 
procedures you will need to understand: 


• Paid time off 

• Short-term disability 

• Borrowed employee hours 
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Paid lime Off 


NOTES 


To ensure that employees are properly paid for any eligible time off, perform 
the following: 

1. Send the approved PAF to the Corporate Payroll Department prior to 
the actual time taken. 

2. Enter the appropriate amount of hours into the time clock system 
using the proper code below: 

H - Holiday 
V - Vacation 
P - Personal sick leave 
B - Bereavement 
J - Jury duty 
T - Floating holiday 
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NOTES 


Short-term Disability 

All short-term disability pay must be approved by the Zone Human 
Resources Manager. 

Borrowed employee Hours 

When employees are borrowed from another BLOCKBUSTER location, 
perform the following: 

1. Borrowed employees must be added to the borrowing store computer 
system according to normal procedures. 

2. The store borrowing the employee must contact the employees’ home 
store before releasing their time clock to determine if the borrowed 
hours will result in overtime. 

a. If the borrowed hours do not result in overtime, release the time 
clock as usual. 

b. If the borrowed hours result in overtime, the borrowing store must 
edit the employees’ time record to code the hours as overtime 
hours. This procedure must be completed before releasing the 
time clock. 
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NOTES 


Pori I 

Print out a Time Card Summary Report. Compare it against the labor schedule 
to ensure that all employees have clocked in and out, and are working their 
scheduled hours. 


Port II 

1. The steps for editing the time clock entries are: 

a. Select Option Tit.. £ojl from the Manager 


Menu Part I. 


7 


b. Select the At « fi»// 1 h r 1 . 

c. Select Option <A> - }"T“ Time Clock Entries. 

d. Select desired & he. < 


e. Select the desired *7 '■> 


gp d 


L 


£ SXV- 7 ~A/»//w/ as necessary, then press <RETURN>. 


2- Print out a Time Card Summary Report. What does it tell you? 

_ f ^ _ J H F~CjS‘ yu, a ^ ^ 2 _. _ ^ O S 
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NOTES 


Activity Answers 

1 . The steps for editing the time clock entries are: 

a. Select Option <F> - Payroll Menu from the Manager Menu 
Parti. 

b. Select the Payroll Maintenance Menu. 

c. Select Option <A> - Edit Time Clock Entries. 

d. Select desired employee number. 

e. Select the desired time option. 

f. Edit the time as necessary, then press <RETURN>. 

2. Print out a Time Card Summary Report. What does it tell you? 

The Time Card.Summary Report lists the clock-in and clock-out times of 
all employees for the previous day . 


80 The Starrtiaker Series: AM 



Paychecks 


NOTES 


Ensuring that employee paperwork and time records are processed correctly, 
and that employees are subsequently paid on time, is the Store Manager’s 
responsibility. Completing employee paperwork properly and in a timely 
manner ensures that employees are paid on time. Maintaining the system 
timeclock ensures that employees are paid correctly and on time. 



Please make these simple procedures a priority so no employee 
is inconvenienced by pay delays. 


Paychecks will be shipped from Fort Lauderdale on the Wednesday of a pay 
week via Federal Express 2nd day delivery. Paychecks will arrive on the 
scheduled pay date. If you have not received your Federal Express shipment 
by 4 p.m. on the pay date, please contact the Corporate Payroll Department 
to trace the shipment. 


Paycheck Problems 


If the Corporate Payroll Department cannot process a paycheck because of 
incomplete or inaccurate information, a notice will be sent with the shipment 
of paychecks that describes why the employee has not been paid and what 
needs to be done to ensure the employee is paid during the next pay cycle. A 
copy of this notice will also be sent to the Regional Office. 

Manually-Cut Paychecks _ 


The intent of Corporate policy is to minimize the situations which give rise to 
the issuance of manual paychecks to employees. As a general rule manual 
pays are not allowed. 

Ulho Con I Contact With Questions ? 


ne and 


Attendance 


31 


The Payroll department is available to answer questions for you Monday 
through Friday from 8 a.m. to 8 p.m. Eastern Standard Time. The number 
is 1-800-PAY-LINE. 





NOTES 


Attendance 


To attain the objectives and goals of BLOCKBUSTER, regular attendance is 
expected from all employees. While there are justifiable reasons for occasional 
absences or tardiness, BLOCKBUSTER assumes that individuals are 
available to be at work on time every scheduled day. Since absences are 
significantly detrimental to the smooth operation of the company and place an 
undue hardship on fellow employees, BLOCKBUSTER will take corrective 
actions up to and including termination if attendance practices violate 
company policy or interfere with operations. 


As an Assistant Manager, it is important that you lead by example and enforce 
the company’s attendance policy. If you have an employee who is 
consistently tardy, your manager should go through the performance 
improvement/counseling process with them. 
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Achievement 4 Certification 


NOTES 


This is a skill-based Achievement. To illustrate proficiency in this 
Achievement area, perform Part I and Part II below and have your manager 
review your performance. 

Port I 

1. Compare the Labor Schedule against the Time Card Summary Report. 
Analyze the reports for discrepancies. 

2. Edit three time clock entries. 

3. Talk with your manager about a past or current tardiness problem. 
Discuss how the problem was handled, and if applicable, solved. 

4. Develop a non-monetary incentive program in your store that 
encourages your employees to improve their attendance 

and punctuality. 


Port II -- Cose Study 


Determine how you would handle the situation below. Tie your answer into 
the Golden Rules for a BLOCKBUSTER Experience. 

It’s a busy Saturday night and your store is full of customers. A CSR 
who worked earlier in the day calls to tell you that they forgot to clock 
out when they went home. What should you do? 


Congratulations!! 


Store Manager Signature: 
Date: _ 
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What were the renegade androids in Blade 
Runner called? 






Achievement 5: 
roduct Management 


Overview 



At times, it seems that the behind-the-scenes activities are as interesting as 
the actual movie. Determining what sets and furniture best create the 
desired effect, choosing and creating costumes to match the period, and 
scouting interesting shooting locales are all part of good product management 
for a movie. Proper product management is critical to running your 
BLOCKBUSTER store as well. This Achievement 
discusses how to order, receive, and return product. 


To properly manage the store’s product, you must: 

• Accurately check-in and process rental and sale inventory. 


tn 


.o_ 


• Rectify all shipment problems. 

• Make sure that transfers are performed smoothly 
and accurately. 
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NOTES 


learning Objectives 


This Achievement contains all of the information you need to 
understand product management. When you have mastered this 
Achievement area, you will be able to: 



111 
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O Properly receive rental and sale product. 

CD Properly transfer rental and sale product, 

Cd Understand the impact of improperly receiving/ 


transferring product on the store’s profitability. 






W::'. 
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NOTES 


Managing Product 


The second most important item that comes into our store is the product. 
Product is our business, and as an AM, there are many important aspects of 
dealing with product that you need to understand. 

Product is defined as anything that we rent or sell in a BLOCKBUSTER 
store. There are three important elements of managing product: 

• Receiving 

• Transferring 

• Ordering 


Receiving, transferring, and ordering are the most critical elements of a stores 
financial success. Failure to properly understand and execute these elements 
can result in customer dissatisfaction and financial losses. 



ExAMpk 


Incorrecdy receiving or transferring product will cause 
inventory problems. 


As you proceed through this Achievement, make sure you ask questions if 
you do not understand something. Let’s take a more in depth look at these 
elements in detail. 

Receiving 


Before you can rent or sell anything in your store, it has to be received into 
your store computer system. The key to receiving is accuracy. It should never 
be your objective to see how fast product can be received, but rather how 
accurate you are. Every month when the Store Profitability Report (SPR, which 
you will learn more about in the Store Manager module) is released, the 
amount of unknown shrink in sell-thru, rental, games, and confection is 
determined for your store. If receiving has not been done correctly, shrink 
will be charged to your store because of incorrect paperwork. Some people 
think that this type of shrink is not real, but instead only paper shrink. 
However, it’s important for you to understand that it is still real dollars. 
Therefore, it is important that every time you receive product you make sure 
you are taking the time to process it correctly. 
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NOTES 


When you receive product, always compare the shipment against the bill of 
lading for missing items. Accept product ONLY from authorized vendors. If 
your store receives tapes from an unauthorized vendor, refuse the shipment 
and report it to your Zone Inventory Manager (ZIM). Ask your Store Manager 
for a complete list of authorized vendors. 


To receive product into your store inventory, perform the following: 

1 . Check your Monthly Operations Calendar to determine the proper 
release date (for new releases only). 

2. Locate the packing slip in the shipping label pouch or the inside of 
the package. 

3. Inspect the shipment and compare the items received against the 
packing slip. Highlight shortages/overages and note the actual 
quantity received on the packing slip. 

4. Access the Inventory Menu. 

a. Select Option <B> - Inventory Menu from the Manager 
Menu Part 1. 

b. Select Option <B> - Receive Merchandise. 

c. Select Option <B> - Receive From Vendor or Option <A> - 
Receive From Distribution. 

5. Enter the PO number exactly as it appears on the packing 
slip. If the PO number is not in store system, the system will 
prompt you to enter vendor code. 

6 . Enter shipping invoice number exactly as it appears on 
packing slip. There are four situations that you will handle when 
receiving product: 

a. Received all product on the PO. 

b. Did not receive all product on the PO. 

c. PO not in the store system. 

d. Credit Authorizations. 
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NOTES 


7. Based on these situations, perform these procedures for each 
packing slip: 

a. If the PO appears on screen and all the product on the PO was 
received on this invoice, press <Y> to receive the entire shipment; 
refer to the Received All Product section. 

b. If the PO appears on screen but not all of the product listed on the 
PO was delivered, refer to the Did Not Receive All Product section . 

c. If the PO does not appear on the screen and you have entered 
the PO correctly, refer to the PO Not in Store System section. 

Notify your Store Manager of all overages/shortages. 

Received Rll Product 

If the PO appears on the screen and you received all product on this PO on 
this invoice, perform the following: 

1. Press <R> to review the shipment at the Receive Will Be Posted, Are You 
Sure? (Y/N/R). 

The system displays the message Enter the Line Number to Be Changed 
orPF2 to Add. 

2. Perform one of the following: 

a. Press <PF1> if no correction is needed. 

b. Enter the line number to be changed or <PF2> to add if the 
receiving record requires correction. 

The system displays the message RECEIVE WILL BE 
POSTED, ARE YOU SURE? (Y/N/R). 

3. Perform one of the following: 

a. Press <Y> to post receive. 

b. Press <N> to change or add a line entry. 

The system displays the message Enter the valid command to 
continue, either change or delete. 

4. Make the desired changes, then press <PF1> to save your changes. 

5. Press <PF1> to end the receiving review, then press <PF1> again to 
exit the program. 

6 . Initial, date, and file the packing slip in the “Packing Slips: Tape 
Vendors ” File. Retain for 12 months. 
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NOTES 


Did Not Receive All Product 


If the PO appears on the screen and you did not receive all product on this PO 
on this invoice, perform the following: 


1 . 

2 . 

3. 

4. 

5. 


6 . 

7. 

8 . 


9. 

10 . 


Enter <N> (so you don’t post receiving yet) at the Do You Want to 
Receive Entire PO as is? Y/N prompt. 

Enter the line number of item to be received, then enter the actual 
quantity you received. 

Press <PF2> to begin posting receipt of product. 

Press <R> to review. If receiving does not require correction, press 
<PF1> to end review. 

Perform one of the following when the system displays the message 
Receive Will Be Posted, Are You Sure? Y/N/R. 

a. Enter <Y> to post receive (go to “End corrections and 
post” below). Go to step 8. 

b. Press <N> to cancel receive for correction. 

Enter line number to change and enter correct data. 

Press <PF2> to add the new data. 

Press <PF 1> to end. 

The system displays the message RECEIVE WILL BE 
POSTED, ARE YOU SURE? Y/N/R. 

Press <Y> to post. 

Initial, date and file the packing slip in the “Packing Slips: Tape 
Vendors” File. Retain for 12 months. 
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PO Nol in Store System 

If the PO does not appear on the screen, perform the following: 

1. Scan the UPC codes of ordered products. Use the part number 
ONLY if product does not have a UPC number. DO NOT use 
temporary part number. 

Z. Perform one of the following: 

a. If the part number is not in your store system, call a sister store 
(ask your Store Manager about your store’s sister stores). 

b. If the part number is in sister store’s system, call 
Computer Support. 

c. If the part number is not in sister store’s system, contact 
your ZIM. 

3. Verify the product’s description with that listed on the screen. 

4. Perform the following to enter product information: 

a. Enter product type (R - rental). 

b. Enter order quantity from packing slip. 

c. Enter the actual quantity you received. 

d. Enter cost of the item (unit cost, not extended cost) from the 
packing slip. 

5. Press <PF2>. 

6. The screen displays the message Receive Will Be Posted, Are You Sure? 
Y/N/R. 

7. Press <R> to review the receiving. 

8. Perform one of the following: 

a. If receiving does not require correction, press <PF1> to end 
the review. 

The system displays the message Receive Will Be Posted, Are You 
Sure? Y/N/R. 

Enter <Y> to post receive (go to “Post” below). Go to step 12. 

b. Enter <N> to cancel receive and change or add items. 

9. Enter the line number to change. 

The system prompts you to change (to change line and begin again) or 
delete (to delete line item). 
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NOTES 


10. Change or delete the item, then press <PF1>. 

11 . Press <PF2> to add an item. 

12. Enter new data, then press <PF1>. 

13. The system displays the message Receive Will Be Posted, Are You 
SurePY/N/R. 

14. Press <Y> to post. 

15. Initial, date and file packing slip in the “Packing Slips: Tape Vendors 
File. Retain for 12 months. 
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Vendor Credit Authorizations 


NOTES 


Sometimes you will receive less product than what is indicated on the 
packing slip. When this happens, it is imperative that you obtain a credit 
authorization from your vendor. Accounts Payable pays your vendor based on 
the invoices they receive from the vendor; a credit authorization tells the 
Accounts Payable Department that there was a discrepancy. If you fail to 
obtain credit authorizations when necessary, your store will be charged 
unknown shrink. 


Let s look at the procedures you should follow when you receive a 
short shipment: 

1. Enter the actual quantity received into the computer (according to 
procedures you should follow if you did not receive all product). 

2. Gall the vendor immediately to notify them of the shortage. The 
vendor will require your 5-digit store code, PO number, invoice 
number, and items short. 


3. Record the authorization number on the packing slip. If the vendor 
cannot immediately issue a credit authorization number, file the 
packing slip in the stores’ Credit Authorization File fox follow-up. A 
vendor credit must be generated within 22 days of receiving 
packing slip. 

4. From Manager Menu Parti , select Option <B> - Inventory Menu, 
then Option <G> - Vendor Credit 


5. 

6 . 


Enter the PO number and the vendor code from the packing slip. 


Enter the credit authorization number the vendor issued to you over 
the phone. 
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NOTES 


7. Enter the invoice number. 

8 . Scan the UPC numbers of the product. Always use the UPC number, 
not the part number. 

9. Enter the product type. 

10. Enter the quantity short (the difference between the quantity on the 
invoice and the quantity in the box). 

11. Enter the item cost. 

12. You will be prompted for a valid invoice number of the item you were 
shorted. 

13. When you are finished, press <PF1> to end the vendor credit and 
enter <Y> to post. 
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NOTES 


Activity 


1. Observe your Store Manager or MOD receive product three different 
times. If any receiving problems arise, assist your manager in solving 
them so you will know how to handle similar problems in the future. 

Date:_ Date:_Date:_ 

2. Receive product two different times while your Store Manager or 
MOD observes you. 

Date:_ Date:_ 


Achievement 5: Product Management 95 







NOTES 


Transferring 


Sometimes after you have received product into your store, there is a need or a 
reason to transfer that product out of your store. Transferring incorrectly can 
also have negative consequences (inventory problems or unknown shrink). 
Therefore, it is important to take your time and have a complete 
understanding of how to perform the following types of transfers: 

• New store transfer 

• Overstock transfer to another store 

• Transfer to Distribution 

• Transfer rental to PVT 

• Transfer rental to new 

• Transfer to vendor 

lieui Store Itansfer_ 


More than likely, you will not perform new store transfers - your Store 
Manager will. However, because it is one of the types of transfers that occur in 
your store, we discuss it here. 

To transfer BSI rental tapes to a new store, perform the following: 

1. Review the Transfer Recommendation System Reports. Make sure 
recommendations match your inventory. Print the Rental Status Report 
to see which tapes are checked out. Print a PVT Status Report to see if 
you have sold any PVT since the Transfer Recommendation Reports were 
printed. If you don’t have enough product to meet transfer 
recommendations, comment the Transfer Recommendations Reports. 

2. Pull all product to be transferred. Always pull rental quantity, then pull 
PVT quantity or actual quantity on hand. Remove tape from tape box. 
Attach cover box to tape with rubber band. Pull all inserts to be 
transferred. 
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NOTES 


3. To access the Inventory Menu , perform the following: 

a. Select Option <B> - Inventory Menu from the Manager Menu 
Parti. 

b. Select Option <C> - Transfer Merchandise. 

c. Select Option <C> - Transfer to Another Store. 

4. Enter cost center 89120 for the Distribution Center. Scan all inserts to 
be transferred. 

5. Press <PF1> to review the screen for accuracy. The system displays 
the message TRANSFER WILL BE POSTED. ARE YOU 
SURE (Y/N)? 

6 . Perform one of the following: 

a. Press <N> or <PF1> to cancel transfer and begin again. 

b. Press <Y> to post transfer. 

The system prints the Transfer Report (packing slip). 

7. Attach the Transfer Report to inserts with rubber band. File report and 
inserts in the Audit File. 

8 . Pack 50 to 60 pieces per carton. If a scale is not available, use 0.6 lbs./ 
tape as the standard for weight calculation. Write the PO number from 
Transfer Report on each carton; number each box (1 of 10, 2 of 10, etc.). 
If the shipment is under 250 tapes, ship via UPS. If the shipment is 
250 tapes or more, Distribution will arrange pickup. 

f Product must leave store within 24 hours of transferring 
product in store system. Retain UPS record for 90 days. 
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NOTES 


Overstock Transfer to Another Store 


To transfer overstocked BSI rental tapes to another store, perform 
the following: 


1. Pull all product to be transferred from shelves. 

2. Remove the tapes from the tape boxes and attach the cover boxes to 
the tapes with rubber bands. 

3. Perform the following to access the Inventory Menu. 

a. Select Option <B> - Inventory Menu from Manager Menu 
Part 1. 

b. Select Option <C> - Transfer Merchandise. 

c. Select Option <C> - Transfer to Another Store. 

4. Enter the store code of the store to which you are transferring. Scan 
and pull all inserts to be transferred. 

5. Press <PF1> to review screen for accuracy. The system displays the 
message Transfer Will Be Posted. Are You Sure (YIN)? 

6. Perform one of the following: 

a. Press <N> or <PF1> to cancel transfer and begin again. 

b. Press <Y> to post the transfer. 

7. The system prints the Transfer Report (packing slip). Make a copy of 
the packing slip for the store file. 

8. Attach the Transfer Report to inserts with rubber band. File the report 
and inserts in the Audit File. 

9. Follow all shipping instructions outlined in the directions from ZIM or 
Corporate. Be sure to ship via UPS. If a scale is not available, use 0.6 
lbs./tape as a standard for weight calculation. 



Product must leave store within 24 hours of transferring 
product in store system. Retain the UPS record for 90 days. 
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Tronsfcr (p Distribution 


NOTES 


Defective product that is not returned to the Vendor needs to be returned to 
the Distribution Center. To do so, perform the following steps: 


1. Stop the tape at the point of damage and note the nature of the defect 
on the Defective Tape Form. Remove the tape from box and place in 
cover box. Attach completed Defective Tape Form with a rubber band. 
Keep case at store. 

2. Make a written list of defective product. 

3. Request a return authorization number from the Distribution Center. 
Be prepared with the following information: 

• Titles to return and quantity of each. 

• Your 5-digit store number. 

• The type of defect. 

4. Perform the following to access the Inventory Menu. 

a. Select Option <B> - Inventory Menu from the Manager Menu 
Parti. 

b. Option <C> - Transfer Merchandise. 

c. Option <A> - Transfer to Distribution. 

d. Option <A> - Transfer Destroyed Tapes to Distribution. 

5. Enter the return authorization number. Scan and pull the inserts; 
select/enter reasons for returns. 

6. Press <PF1> to review the screen for accuracy. The system displays 
the message Transfer Will Be Posted, Are You Sure.f Y/N. 

7. Press <Y> to post or <N> to begin again. The system prompts for 
comments. Press <Y> to enter comments or <N> to skip. 

8* Press <PF1> to print the Transfer Report (packing slip). 

9. Attach the Transfer Report to inserts with rubber band. File report and 
inserts in the Audit File. 



You will get a credit authorization from a vendor to receive 
credit on a short shipment. You get a return authorization 
number (RA#) to send product to Distribution or the vendor. 
Distribution or the vendor must give you an RA# before 
you ship. 
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10. Place the Transfer Report with return shipment of cover boxes, 
products, and completed Defective Tape Forms. When computing the 
shipping weight, use 0.6 lbs./tape as a standard if you do not have 

a scale. 

11. Perform the following to prepare the shipment: 

a. Assign the shipment an ID number by writing the RA number in 
the “Item” column of the UPS log. 

b. Write the RA number on box under the UPS stamp. 

c. Keep UPS logs for 90 days. 

Transfer Rental to PVT 


PVT is an important part of our business; customers like to have the 
opportunity to purchase top quality new releases at an affordable price. To 
keep this inventory fresh, it is necessary to transfer product from your rental 
inventory to your PVT inventory. The following steps should be used when 
performing this function: 

1. From the Manager Menu Part /, select Option <B> - Inventory Menu. 

2. Select Option <C> - Transfer Merchandise. 

3. Select option <E> Rental to PVT. 

4. Enter the barcode of the film to transfer and press <PF1>. 

5. Typt <X> 2X.th& Do you want to Post ?Y or N prompt. 

Transfer Rental to New 

In the CRG module, you learned how to handle customer accounts when a 
customer does not return their rentals. This function allows you to transfer the 
movies within the store system so you can charge them to the customers 
account. Below are the steps to perform this function: 

1. From the Manager Menu Part /, select Option <B> - Inventory Menu. 

2. Select Option <C> - Transfer Merchandise. 

3. Select Option <F> - Rental to New. 

4. Enter the barcode and press <PF 1>. 

5. Type <Y> at the Do you want to Post ? Y orN. 
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Transfer to Vendor 


NOTES 


You will transfer product back to the Vendor: 

• When product is defective. 

• When Corporate instructs you to do so. 

After you have identified the product to return and called the Vendor for an 
RA #, follow the procedures below: 

1. From Manager Menu Part /, select Option <B> - Inventory Menu. 

2. Select Option <C> - Transfer Merchandise. 

3. Select Option <B> - Return to Vendor. 

4. Select Option <A> - Overstock return or <B> - Defective return 
which ever applies. 

5. Enter the Vendor Code. 

6. Enter the RA#. 

7. Scan the UPC code and press <PF1>. 

8- Type <Y> at the Do you want to Post P Y or N prompt. 
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NOTES 


Ordering 


New Releases are ordered by the Corporate Product Management 
Department. Your ZIM allocates New Release product for each store based 
on store demographics and projected rental revenue. After placing orders, 
the Corporate Product Management Department downloads POs to your 
store system. 


However, you’ll need to order some product: 

• Special Orders. 

• Confection. 

• Non-inventory product (for example, Membership Applications). 

• Replacement BSI. 
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Having sufficient inventory of these products is important to your store’s 
operation, and is your responsibility as part of the store’s management team. 
Here are some guidelines to follow when you order these products: 


NOTES 


Special Orders 

In the GSR Achievement you learned how to fill out the Special Order Form. 
As an AM it is your responsibility to place the order with a vendor on a daily 
basis. Below are the correct procedures to place Special Orders: 

1. From Manager Menu Part I, select Option <B> - Inventory Menu. 

2. Select Option <F> - Purchase Order System Menu. 

3. Select Option <A> - Purchase Order. 

4. Select <PF2> to get a new PO. 

5. Enter the Vendor Code, Part#, Type, Quantity, and Item Cost, then 
press <PF1>. 

6. Type <Y> at the Would you like to save the PO ? Y orN prompt. 

When the product arrives, receive it according to the receiving procedures we 
discussed earlier in this Achievement. 
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NOTES 


Confection 


Confection is a high-impulse item, so it’s important to keep your store well 
stocked. All confection is ordered following the same procedures as 
mentioned above for Special Orders. 

Non-Inventory Supplies /Replacement RSI product. 

Your store has an assigned order day (ask your Store Manager when your 
assigned day is) to order supplies and any BSI replacement product. Use a 
Phone Order Form to place your order. Always include the part # and quantity 
when ordering. 
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Port I 

1. Observe your manager or MOD transfer product a minimum of 
two times. 

Date:_Date:_ 

2. Transfer product once while your Store Manager observes you. 

Date:_ 

3. Observe your Store Manger or MOD place a special order. 

4. Observe your Store Manger or MOD order confection. 

5. Have your Store Manger review your store’s SPR with you. 

Port II 

1. Contact the 2 JDV) _ . if you inadvertently 

accept an unauthorized product shipment. 

2. The &) .. Jf k-tr .^ £Wj orders all new release tapes 

for stores. * 

3. The six types of rental tape transfers are: 

a. „ ,tr. ^ _ ' _ 

b. 

c. _ 

d. f/fT, _ 

e* _ ^S' f. - ^ ^ ^ ££ Leg. _' 

f. 22^^^ ~Tr, ____ 

4. What happens if you don’t receive a credit authorization for a 

short-shipment? 72 e sjvre g 

si ___ 


~~ r /^ n £■£_£ JL*sL 
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NOTES 


Activity Answers 


1. Contact the 7IM if you inadvertently accept an unauthorized 
product shipment. 

2. The Corporate Product Management Department orders all new 
release tapes for stores. 

3. The three types of rental tape transfers are: 

a. New s t or e transfer. 

b. Overstock transfer . 

c. Transfer to distribution 

d. Transfer to PVT. 

e. Transfer to New. 

f. Transfer back to Vendor. 

4. What happens if you don’t get a credit authorization for a 
short-shipment? 

The store is charged unknown shrink . 
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Achievement 5 Certification 


NOTES 


This is a skill-based Achievement. To illustrate proficiency in this 
Achievement area, perform Part I and Part II below and have your manager 
review your performance. 

Port I 


1. Receive three shipments of product with 100% accuracy. 

2. Handle two receiving problems: 

a. Didn’t receive all product. 

b. PO doesn’t appear on the screen. 

3. Perform two different transfers (new store, overstock, or distribution) 
with 100% accuracy. 

Pent II — Case Study 

Your Store Manager has given you the new store transfer project to 
complete. You are told that this project has a deadline that can’t be 
missed (you have five hundred movies to pull by the end of the day). 
You are in the middle of pulling and transferring the product when 
you notice that a line has formed at the register and membership areas. 
What should you do? 


Awesome Job! 


Store Manager Signature: 


Date: 
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Movie Trivia 




5. What was the name of the Russian 
boxer faced by Rocky Balboa 
(Sylvester Stallone) in Rocky TV? 




Achievement 6: 
Closing the Store 



Overview __ 

The filming is finished and the movie is destined to become a huge success — but that’s not 
really the end. The sets must be dismantled, makeup removed, costumes stored, and the 
cameras rolled away. When you close down a BLOCKBUSTER store for the night, you must 
also prepare the store so that the opening MOD’s job goes smoothly. The activities you perform 
to close the store are: 

• Closing out the customer service stations. 

• Completing closing paperwork. 

• Performing closing duties. 

The Daily Operations Standard Operating Procedures Manual comes with a MOD 
Closing Checklist job aid. It’s a companion piece to be used on a daily basis. 
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NOTES 


learning Objectives 


This Achievement contains all of the information you will need to properly 
close the store. When you have mastered this Achievement area, you will be 
able to: 




||W : 



□ Close customer service stations. 

O Run the Daily program. 

dJ Complete the Daily Cash Balancing Worksheet. 

□ Balance credit card transactions. 

□ Complete the Manager's Communication Log. 

□ Close the store. 




Si 

lit 
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Closing Customer Service 
Stations 


NOTES 


Properly closing the store ensures that the reopening the next day will 
proceed smoothly. Let’s look at what you need to do when you are a 
closing MOD. These steps are the same as in the MOD Closing Checklist. The 
steps, however, are explained in detail here when necessary. 

To close the customer service stations, perform the following: 

1. Prepare the New Release Wall before closing for new releases that will 
arrive tomorrow. 

2- Check the entire store (bathrooms, sales floor, back room) for any 
lingering customers. Once the last customer has left the store, DO 
NOT allow anyone other than scheduled employees into the store. 
Customers, friends of employees, and unscheduled employees are not 
allowed in the store outside of normal business hours. 

3. At midnight, lock the entrance and exit doors and turn off all signs. 

4. Assign the closing checklist to each CSR. Be sure that the CSRs 
understand their duties as described on the checklist. 

5. Process all employee rental and sale transactions after the doors are 
closed and locked, but before running the Daily Report. 

Refer to the “Employee Film Familiarization Program” 
section of Support Operations Chapter 2 - Human Resources for 
more information. 

6. Generate the EMPBAL Report and deassign remaining cash tills. 

To deassign the cash tills, perform the following: 

a. Type DEASSIGN at the Enter Transaction prompt, then 
press <RETURN>. 

b. The prompts appear as follows: 

• Validating Employee Number — your 
membership number. 

• Validating Password — your password. 

7. Exit all stations to the GSR Menu. 
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NOTES 


8. Ensure that all terminals (except the one assigned to run the Daily 
prog-airi) are at the CSRMenu and all tills are deassigned. DO NOT 
start the Daily program until after midnight unless authorized to do so 
by BLOCKBUSTER Computer Support. 

9. Go to the station where you want to print the End-of-Day Reports and 
select the START REPORT PRINTING STATION option 
from the Report Menu. Verify that the printer has enough paper to print 
the Daily reports. 

10. Remove the excess till cash deposits from the drop safe. Keep the drop 
safe keys in the safe when not in use (cash drops may also be kept in 
the store safe). 

11. Take cash drops, tills, and Employee Balance Reports to the office; 
perform this as inconspicuously as possible. Inspect the cash drawers 
and drop safes before going to the office to count down the tills for any 
items you may have overlooked. A thorough inspection can help 
prevent a till discrepancy. 

12. To run the Daily program, perform the following: 

a. Select Option <A> - Run Daily from the Manager Menu Part I. 

The system displays the message Is your store ready to perform daily 
operationsf 

b. Press <Y>, then press <RETURN> to run the Daily program. 
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Port I 

1. Prepare the New Release Wall for new releases arriving tomorrow. 

2. Observe your manager process employee rentals. 

3. Generate the Employee Balance Report and deassign tills. 

Port II 

1. All employee sales and rentals are processed before running the 
Daily program. 

True or False 

2. When running the Daily program, all terminals except the 

yhu*.~f Ik, ( V> ■ __ Menu. 

3. Drop safe keys must be kept in the when not in use. 
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NOTES 


Activity Answers 

1. All employee sales and rentals are processed before running the 
Daily program. 

True 

2. When running the Daily program, all terminals except the ones 



3. Drop safe keys must be kept in the safe when not in use. 
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NOTES 


Closing Paperwork 


After you take everything to the office, perform the following: 

1. Count down each till: 

f The CSR assigned to that till MUST be present when you 
count down a till. 

2. Complete the Daily Cash Balancing Worksheet. 

Log the sum of the counted down cash tills on the “Base Till 
Cash” line of the Daily Cash Balancing Worksheet. 

Five tills at $100 each equals $500 on the “Base Till Cash” 
line. 


Total the columns of all the day’s Employee Balance entries and 
record amounts in the “Page or Store Totals” column. 

Determine total on the “Actual Amt” line by adding up the “Page 
or Store Totals” column; refer to Figure 8 below. 



99399 

BLOCKBUSTER VIDEO 

PAGE 1 

OP NS 

10540 MILLER ROAD 

03-APR-1992 

CASHBAL 

DAILY CASH BALANCING WORKSHEET 

04:50 


DATE PAGE OF 


Total* EmpNo 

EmpNo EmpNo EmpNo EmpNo EmpNo Emp No Page or 

From 


Store 

Page Till No 

Till No Till No Till No Till No Till No Till No 

Totals 

Cash & Coin 


Ml 

| Cash Drops 

| Total Cash 

{Checks 


M 1 

Tot Deposit 

GiftCert Red 


[31 

Credit Cards 



AMEX 


14 ] 

Discover 


151 

MasterCard 


161 

VISA 


17 ) 

Actual Amt 

Comp Amt 

Over/Short 

Memo: 



Disbur& 



Credits 

Refunds 

Initials CSR/MOD / 

I t l / / / 


|By init/alin^signing thisdocument, 1 attest to the accuracy and validity of the above calculations to the best of j 

my knowledge 



Change Funds Cash 

Closing MOD Signature 


Base Till Cash 

Date 



Change FundsCash 

Opening MODSignature 


Base Till Cash 

(Next Morning) 



Date _ 



Figure 8: Daily Cash Balancing Worksheet 
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NOTES 


3. Count the change fund to verify the total. Record the total on the 
“Change Funds Cash” line of the Daily Gash Balancing Worksheet. Sign 
and date the Daily Cash Balancing Worksheet. 

4. Count and record all monies in each till. Each form of payment is 
counted differently. 

a. Complete the “Cash” line of the bank deposit slip. Obtain this 
information from the “Cash & Coin” line in the “Page or Store 
Totals” column of the Daily Cash Balancing Worksheet. 

b. Stamp the back of each check with store’s bank account stamp and 
verify that proper check approval procedures were used. Add 

up the checks and run an adding machine tape, listing all checks 
in ascending order (low to high) of value. Attach the tape to the 
deposit slip. Fill out the deposit slip according to your bank’s 
procedures. The check total should match the “Checks” line 
on the “Page or Store Totals” column of the Daily Cash 
Balancing Worksheet. 

f On the bank deposit slip, log traveler’s checks as checks. On 
the Daily Cash Balancing Worksheet, log traveler’s checks 

c. If your store uses two credit card terminals, sort credit card slips 
according to the credit card verification terminal each slip was 
approved on. Mark the upper right-hand corner of each slip with 
either an M for the main counter or an O for the overflow counter. 
Sort the slips into credit (refund) and charge slip categories. Total 
all credits and charges. Subtract credits from charges to determine 
net sales for each terminal. 

d. Total up the number of gift certificates. Make sure that “VOID” 
and the date were written across the front of each certificate. 

5. Put the cash, checks, and deposit slips in the bank bag. Put the bank 
bag, cash tills, and store change fund in the safe. Make sure that drop 
safe keys are in the safe. 

6. Lock the safe and double-check the lock. Never use. the “day lock” 
feature. 


116 The StarmakerSeries: AM 




NOTES 


7. To balance your credit card transactions according to the NABANCO 
method, perform the following: 

a. Sort charge card slips by credits and charges. Compute the net 
sales by subtracting credit totals from charge totals. 

b. Press 8 0 FUNG/ENTER. The terminal displays the 
CONFIRM 0=Y, 1=N NET SALES? message. 

c. Enter the net sales (total sales minus refunds). 

The terminal displays the net sales figure. 

d Press FUNC/ENTER. 

The terminal displays the message POS OUT OF BAL or OK 
TO SEND. 

e. If it is ok to send the transaction, press FUNCT/ENTER. The 
terminal dials NABANCO, transmits the data, and displays the 
message CLOSE OK. 

Press FUNC/ENTER and continue with closing. 

If the terminal displays the message POS OUT OF BALANCE. 

a. Press <CLEAR>. The terminal displays the date and time. 

b. Review transactions in terminal and compare to credit 
card slips. Press FUNC/ENTER 1 3, then FUNC/ENTER 
(twice). Use <#> to scroll forward, <*> to scroll back (first card 
type, transaction type, amount, card number, and approval code). 

c. Re-enter all credit card slips not found in the terminal. 

d. Void all transactions found in the terminal without 
matching slips and return to step a at the top of the page. 



For terminal operating instructions, refer to the 
NaBanco manual provided with your terminals, or call 
NaBanco at 1-800-326-7994. 
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NOTES 


8. The bank deposit amount must be entered into the store system each 
night during the Daily program processing. Enter the actual amount at 
the ENTER AMOUNT OF ACTUAL BANK DEPOSIT 
prompt (as shown below in Figure 9). 


I UTU MOOTS MB MUUSTSCBTS 

I tytliac COO DATABASES MB UMDISS OICTIQSARV 




ESTER MOOT Of ACT1ML RMtt OEMSIT; j&fljftlllfi 



Figure 9: Enter Amount of Actual Bank Deposit Prompt 

9. Perform the following to complete the items on the amounts and 
adjustments screen. 

a. Take the Daily Cash Balancing Worksheet and the credit card slips to 
the station running the Daily program. 

b. Enter amount from the “Page or Store Totals” column of the Daily 
Cash Balancing Worksheet into the Amounts and Adjustments Screen 
(refer to Figure 10 on the following page) and press <PF1>. The 
system prints the Cash Audit Report. 
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c. Take amount from the “End-of-Day Gash Balance” line of the 
Cash Audit Report and enter it in the “Comp Amt” line under the 
“Page or Store Totals” column of the Daily Cash Balancing 
Worksheet. 

d. Write the difference between the “Actual Amt” line and the 
“Comp Amt” line of the Daily Cash Balancing Worksheet in the 
“Over/Short” line. 

e. The “Over/Short” line of the Daily Cash Balancing Worksheet should 
match the “Over/(Under) for Day” line of the Cash Audit Report. 

Press the PRINT SCREEN key to print a copy of the Amounts and 

Adjustments Screen. 

11. Press <PF1> to exit, which will start Daily processing and reports. 


NOTES 



Enter 

Aaounts and AdjusLaents 


Description 

Coaputed: 

Froa 

Worksheet 

Variance 

CASH 

•3623.16 

m 


(3.00) 

CHECKS 

126.00 

[2] 



GIFT CERTIFICATES 

12.00 

[3] 

1?V00T : 


AMERICAN EXPRESS 

30.30 

[«] 

60v3* 


DISCOVER 

0.00 

[5] 

0.00 


MASTER CARD 

126.60 

[6] 

us>sa 


VISA 

SO. 10 

[3] 

SO. 10 


BANK DEPOSIT 1 

0.00 




DISBURSEMENTS 

0.00 




TOTALS: 

4031.31 


4028.31 

Over/(Under) (3.00) 


Enter Amount: 


PFl-E*it V=D<mn * Up 



Figure 10: Amounts and Adjustments Screen 
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NOTES 


12. Complete the Manager's Communication Log. Include the following 
information: 

• Customer-related problems or special needs. 

• Incomplete projects or tasks. 

• Information concerning new releases that must be handled 
in the morning. 

• Computer problems. 

• A copy of any electronic mail messages received. 

13. Place all reports, worksheets, credit card slips, coupons, credit receipts, 
redeemed gift certificates, and product invoices in the Daily folder. 
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Activity _ 

Port I 

1. Print out the Daily Cash Balancing Worksheet. Explain all of the sections 
to your manager. 

2. Have your manager observe you while you: 

a. Count down tills. 

b. Complete the Daily Cash Balancing Worksheet. 

c. Count the change fund. 

d. Make a bank deposit. 

Pori II 

!• The assigned to that till must be present when you are 

counting down the till. 

2. The Daily Cash Balancing Worksheet logs the following amounts: 



3. True or Fals e: 

Telecard is the credit card authorization center used by 
BLOCKBUSTER stores. 

4. List the information you should include on the Manager's 
Communication Log. 

a. 

b. 

c. 

d. 

e. 



NOTES 
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NOTES 


Activity Answers 


1. The CSR assigned to that till must be present when you are counting 
down the till. 

2. The Daily Cash Balancing Worksheet logs the following amounts: 

a. Daily revenues . 

b. Store change fund . 

3. Telecard is the credit card authorization center used by 
BLOCKBUSTER stores. False , NABANCO is the credit card 
authorization center used by BLOCKBUSTER stores 

4. List the information you should include on the Manager’s 
Communication Log. 


a. Customer-related problems or special nee ds. 

b. Incomplete projec ts or tasks. 

c. Information concerning new releases that mu st be handled i n 
the morning . 

d. Computer problems . 

e. A copy of any electronic mail message s received. 
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NOTES 


final Duties 


When making a final check of your BLOCKBUSTER store, you’re setting 
the stage for the show to continue tomorrow. The following steps directly 
relate to the physical store closing procedures. 

1. Perform a final security check of the store interior. Verify that the 
security VCR is running. Check emergency exits. Re-check the 
office safe to make sure it is locked. 

Z. Make a final walk-through with the closing CSRs to ensure that all of 
the items on the CSR Closing Checklist are complete, and that the store 
is ready to open the following morning. 

3. Turn off all monitors, sound systems, and VCRs. 

4. Adjust the thermostat (if not automatic) according to seasonal 
guidelines; this will save on utility costs, which increases your store’s 
profitability. 

5. Unlock the door to exit. 

• Before you unlock the door, check parking lot for anything or 
anyone that looks suspicious. 

• Instruct CSR(s) to wait in their car(s) with doors locked and lights 
on until you lock up the store and get into your car. 

• Watch CSR(s) get into their car(s) and turn on their headlights. 

6. Turn off all the lights before leaving the store (some stores leave some 
or all of the lights on for security reasons -- check with your manager 
for more information). 

7. Secure the store 

• Set the security alarm and lock the office and the back room 
before you leave. 

• Notify the alarm company if you plan to work past the 
normal hours. 

8. Exit the store. DO NOT re-enter store once you have set the security 
system and locked the doors. 

9. Double-check the door locks. Always double-check the doors before 
going to your car. 

10. Leave the parking lot. Leave the parking lot at the same time as the 
GSR(s). Vary your route home. 
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NOTES 



Congratulations!!! 



Hour show) received raVe reVieu/s!!! 
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Activity __ 

Port I 

1. Close the store with your manager for a minimum of three days (or 
until you are comfortable with running a closing shift alone. 
Certification in this Achievement requires you to close alone. 

Part II 

1. A final security check consists of: 

a. 

b. 

c. 

2. Turn off all sound system and video equipment with the exception of: 



3. Always double check the __before leaving. 




NOTES 
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NOTES 


Activity Answers _ 

1. A final security check consists of: 

a. Verify that the security VCR is runnin g. 

b. Check emergency exits . 

c. Re-check that the office safe is locked . 

2. Turn off all sound system and video equipment with the exception of 

the se curi ty VC R. 

3. Always double-check the front door locks before leaving. 
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Achievement 6 Certification 


NOTES 


This is a skill-based Achievement. To illustrate proficiency in this 
Achievement area, perform Part I and Part II below. Have your Store 
Manager review your performance. 

Port I 

Run two solo closing shifts as the MOD. 


Port II — Cose Study 


Determine how you would handle the situation below. Tie your 
answer into the Golden Rules for a BLOCKS USTER Experience. 

It’s 11:55 p.m. on Sunday night and 4 people walk in your store for a 
membership. You are trying to complete all your closing duties so you 
can leave on time. How should you handle this situation? 


S tore Manager Signature: 


Date: 
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^ Achievement 7: 
Opening the Store 


Overview 


Right before the camera rolls, the set is always busy with people setting up props, checking the 
lights, and adjusting costumes. The cast works together with the director and production crew to 
ensure that the stage is set and filming goes smoothly. The very same holds true for opening a 
BLOCKBUSTER store each morning. Before opening the doors for business, employees must 
prepare a neat, clean, and inviting environment for customers while ensuring the smooth 
operation of business. In your position as Assistant Manager, you can accomplish this when you: 


• Arrive at the store on time. 

• Organize for the day’s work ahead. 

• Follow proper store system procedures. 

• Always keep our Mission Statement in mind 
to ensure that all areas of store operation are 
running smoothly. 




Mission Statement 
The mission of Blockbuster Entertainment 

Corporation is to be the best provider of 
ente r ta i nment opfi ons that mee t co nsu me r 
needs. We will accomplish this by: 

1. Understanding the entertainment 
interests of the consumer butter 
than anyone else. 

2. Delivering unique products with 
the highest level of customer 
service. 

Our resolve to consistently provide the 
best customer entertainment experience 
will result in exciting opportunities for 
our employees and an exceptional return 
for uur investors. 
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NOTES 


Learning Objectives 


This Achievement contains all of the information you need to properly open 
the store. When you have mastered this Achievement, you will be able to: 
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Manager Opening Duties 


NOTES 


Starting the day right as an AM means: 

• Arriving at the store on time. 

• Following proper security procedures to ensure the safety of yourself, 
other employees, and company property. 

• Preparing the store computer system for opening. 

Use the MOD Opening Checklist to help you organize your opening activities. 
It’s important that store opening activities proceed smoothly so that you are 
properly prepared to receive customers. 

Arriving at the Store 


Arrive at the store by 9 a.m. (8:30 a.m. on Mondays). It’s important to vary 
your route from home to the store every day so that you do not become an 
easy target for robbers. When you arrive at the store, make a thorough check 
of the area surrounding the store for anything unusual. 

f If you see something suspicious or feel uncomfortable, it’s best 

to leave the area immediately and call the police. 

Once inside, lock the doors behind you and keep them locked until the store 
opens. Only employees scheduled to work are allowed inside the store before 
opening; do not allow customers, off-duty employees, or friends into the store 
before 10 a.m. 
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NOTES 


Deactivate the Alarm System 



Since alarm systems vary from store to store, have your Store 
Manager demonstrate how to arm and disarm the alarm. 


Deactivate the alarm system as soon as you enter the store. If you do not 
deactivate the alarm system quickly enough, it will automatically send a 
warning message to the alarm company. If this occurs, call the alarm company 
immediately and notify them of the false alarm before the police are called. 


Change the Security Tape 


The security VCR provides an extremely effective deterrent to crime. It 
records all store activity through closed circuit TV cameras. To change the 
tape, perform the following: 


1. Remove the previous day’s security tape. 



Be sure to rewind the previous day’s security tape with the tape 
rewind machine. 


2. Load the current day’s tape into the security VCR. 

3. Press <PLAY> and <RECORD> to run the tape. 

gg Keep security VCR tapes in a secured area; your store should 
have 31 tapes, one for each day of the month (place a 
TT* headcleaner after the Day 15 tape to remind yourself to clean 
S\ the VCR at least once a month). 
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Activity 


Port I 

1. Demonstrate to your manager that you know how to arm and disarm 
the store’s alarm system. 

2. Have your manager observe you change the security tape. 
Demonstrate that you know the proper methods for changing, 
replacing, and storing the tape. 


Port II 


1. MODs should arrive at the store by on Mondays). 


. is the name of the alarm company for my 
_is their phone number. 


2- (IJC L ^ 


BLOCKBUSTER store; 


3. Starting the day right as an AM means: 


a. 
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See ho wyou did! Answers are on the next page. 


NOTES 
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NOTES 


Activity Answers _ 

1. MODs should arrive at the store by 9:00 am (8:3D. on Mondays). 

2. ( Store .Specified is the name of the alarm company for my 
BLOCKBUSTER store; ( Store Specific ) is their phone number . 

3. Starting the day right as an AM means: 

• Arriving at the store on time . 

• Following proper security procedures to en sure the safety of 
yourself, other employees, and company prop erty. 

• Preparing the store compute r system for opening. 

4. Before entering the store, you should make a thorough ch eck of the 
surrounding area for anything unusual. Tf yon see somet hing 
suspicions or feel uncomfortable, leave the area an d call police. 
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Computer Preparation 
Procedures 


NOTES 


Use the correct computer procedures to ensure the smooth operation of the 
store. If you are unfamiliar with certain aspects of the store computer system, 
take some time to study the appropriate sections of the store system 
documentation before attempting the following procedures. 

leg on to the Computer 


Before the computer tape is changed, you need to activate the store system 
under your personal password to transact the day’s business. This process is 
known as "logging on" to the computer. Perform the following to log on to the 
computer: 

1. Press <RETURN> at the main terminal. 

2. Enter BBV at the USERNAME prompt. 

3. Enter your password (store code) followed by BBV at the 
PASSWORD prompt; do not insert a space between the store code 
and BBV. 

12345BBV 


If you enter an incorrect password, press <RETURN> until 
you see the USERNAME prompt again. 

X 



Press <RETURN> at all terminals. The system readies for the 
current day’s business and brings all terminals to the GSR Menu. 
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NOTES 


Change the Computer Tape 


The store system saves all transactions on a computer tape to create a 
permanent record of the day’s transactions. It is the responsibility of the 
opening manager to change the tape so that a complete record of the past 
days’ activities exists. Secure all unused computer tapes in the safe. 



The computer will prompt you to change the tape if 
you forget. 


Perform the following to load today’s tape (you should have seven tapes, one 
for each day of the week): 

1. Press <Load/Unload> on the Microvax Tape Drive. 

2. Wait for the red light to go out and the green light to go on; neither 
light should be flashing. 

3. Pull the cartridge release handle to eject the tape. 

4. Remove the tape. 

5. Put in the current day’s tape. 

6. Press the release handle down and wait for the solid green light. 

7. Press <Load/Unload> again to load the tape. 

Clock In 


In The Starmaker Series: Customer Service Representative module, you learned 
about clocking in. As an AM, it’s your responsibility to make sure employees 
are clocking in according to the correct procedures. After you have completed 
your opening procedures, it’s time to clock in. 



Refer to the Time and Attendance Achievement later in this 
module for more information on managing the store’s time 
clock, as well as other time clock functions. 
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electronic Mail Messages 


Many important messages are sent to stores from corporate headquarters via 
electronic mail (E-Mail). If you have mail, the system alerts you by displaying 
“PF4=SHOW MESSAGE.” Perform the following to access the Mail 
Menu : 

1. Select Send/Receive Mail from the Manager Menu Part I. 

2. Select Read Mail. 

log On (o Ihe Store lime Clock 


To generate the previous day’s Time Clock Summary Report (as shown in 
Figure 11 below), perform the following: 

1. Access the Payroll Menu. 

2. Select the Time Clock Summary Report Option. 

This report lists the hours worked for the specified date for all hourly 
employees. Check the report to verify the hours on the report against the 
published staff schedule, and to ensure that all hourly employees have 
clocked in and clocked out. 




BLOCKBUSTER VIDEO 


PAGE 1 

OPNS 


10540 MILLER ROAD 

12-00-1992 

TCSUMMARY 

TIME CLOCK SUMMARY REPORT 


11:30:24 





On 

Employe* 

Employee 

Clock 

Clock 

Clock 

Number 

Nam# 

In 

Out 

HH:MM 

63 

ALMbN, KAIlb 

11-00-1992 22.00 

12-00-199211:32 

3:56 

63 

ALMEN, KATIE 

11-00-1992 22:36 

1200-1992 02:32 

3:56 

9 

COOPER, JOHN 

11 OCT-1952 10:01 

11-00-1992 13:50 

3:49 

9 

COOPER, JOHN 

11-00-1992 14:25 

11-00-199218:24 

3:59 

21 

FORD, TAMMY 

1 t-OO-1992 17:20 

11-00-1992 21:12 

3:52 

10 

JONES, OEBBlE 

11-00.1992 08:12 

11-00-1992 IB: 18 

10:06 

7 

LEDBETTER, SAM 

11-00.1992 1S:S8 

11-00-1992 20:16 

4:18 

7 

LEDBETTER, SAM 

11-00-1992 20:43 

11-00-1992 22:01 

1:18 

16 

SMITH, DONNA 

11-00-1997 12:59 

11-00-1992 15:06 

2:07 

16 

SMITH, DONNA 

11-00-199215:33 

11-00-1992 17:06 

1:33 


Cumulative Total* 

(Hundredth*) 

(HH:MM) 



Manager 

10.10 

10:06 



Auburn Manager 

10.55 

10:33 



CSR 

38.99 

38:59 



Figure 11: Time Clock Summary Report 


f Be sure to proof this report very carefully. It is important that 
all errors are corrected so that employees are paid correctly. 


NOTES 
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NOTES 


If you find an error in the report, perform the following: 


1. Select <F> - PAYROLL MAINTENANCE MENU from the 
Payroll Menu. 

2. Select <A> - EDIT TIME CLOCK ENTRIES from the Payroll 
Maintenance Menu. 

3. Delete all incorrect entries. 

4. Insert the correct entries for each employee. 
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Doily Deports 


NOTES 


During the night, the store system printed several reports on the previous 
day’s business. Now that you’ve finished the tasks in the front of the store, 
it’s time to do some office work. Gather the End of Day Reports from the 
printer and bring them to the office. Verify that the reports are complete. 


Until the ESP Labor Performance Report becomes a part of 
Daily, you will need to manually ran it each morning. 

Manager's Communication log 


Read the Manager’s Communication Log. If the closing MOD listed any issues 
in the Managers Communication Log, be sure to follow up on them. Remember 
to initial and date the log. Make a notation to the other managers if any 
communication was received which they need to read. 
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NOTES 


logger Printer 


The logger printer records all of the computer transactions for the day. This 
printer is often used to investigate shrinkage issues or to recreate system 
transactions when there is a system failure. Remove the previous day’s logger 
printout and put it in the Daily file. Make sure that the printer is on-line, has 
enough paper to record the day’s transactions, and that the ribbon is printing 
dark enough. Refill the paper and change the ribbon if necessary. 



If the logger printer runs out of paper or isn’t functioning, all 
computer terminals will be locked until the printer is fixed. 
Computer troubleshooting is covered in Achievement 1: Computer 
System of this module. 
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Port I 

1. Have your manger demonstrate the BLOCKBUSTER Electronic 
Mail System to you. Practice sending E-Mail messages to other 
employees. 


NOTES 


2. Have your manager assign a password to you. Demonstrate that you 
know how to log on to the store system. 

Port II 

1. To log on to the store computer system, you must: 

a. _ ' @ S _ h _ A ^ A, a ^ HSjL tz i hn 

b. £yMs J8_&V. Jji ±=l i&n ff We 

c. ^ a ^ d _ 

2. To correct an error in the Time Clock Summary Report. 

a. Ct]lcS_ (^L/ fi>e> )) ><-i >i T i wg — ^ ^ l'is... j. _ 

b. <£> r^/,4 c JocA __ 

c. 

d. 

3. The Daily Reports print from the logger printer. 

True or False 


/ 7 r _ a - 


■-£••>1 &<rh 7 h 


eGOsrCeJ s i- 


/. i 

«1 y r<z 
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NOTES 


Activity Answers 


1. To log on to the store computer system, you must: 

a. Press <RRTIJRN> at the main terminal . 

b. Enter BBV at the USERNAME prompt . 

c. Enter your password followed by BBV ar. the PASSWORD 
prompt; do not insert a space between the store code and BBV . 

2. To correct an error in the Time Clock Summary Report. 

a. Select PAYROLL MAINTENANCE FUNCTION 
MENU from the Payroll Mem. . 

b. Select cE^DTT TTMR CROCK ENTRIES from the Payroll 
Maintenance Mem . 

c. Delete all incorrect entries . 

d. Insert the correct entries for each employee . 

3. The Daily Reports print from the logger printer: 

False 
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NOTES 


Opening Cosh Duties 


As a store Assistant Manager, one of your most important duties is to manage 
the store’s cash funds. Store funds include: 

• Tills 

• Store change fund 

• Bank deposits 

• Credit cards 

• Gift certificates 
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NOTES 


Count and Verify Cash fills 


Gash management begins by counting the funds at the start of the day to 
verify the amount of cash you are starting the day with. To verify the amount 
in the cash tills, perform the following: 

1. Verify the till’s contents against the adding machine tape left by the 
closing MOD. It’s important to ensure that the total is accurate 
because you’ll be grading GSRs’ performances against till accuracy. 
Initial the tape after verifying the amount. 

2. Log the amount of all tills on the "Base Till Cash" line of the previous 
day’s Daily Cask Balancing Worksheet (as shown below in Figure 12). 


99999 

OPNS 

CASHBAL 


BLOCKBUSTER VIDEO 
10540 MILLER ROAD 
DAILY CASH BALANCING WORKSHEET 
DATE PAGE 


PAGE \ 
G3-APR-1992 
04:50 


OF 


Totals 

From 

Page 


EmpNo Emp No EmpNo EmpNo EmpNo EmpNo Emp No Page or 

__ ___Store 

Till No Till No Till No Till No Till No Till No Till No Totals 


Cash & Coin _ 
Cash Drops 
Total Cash 
Checks 

Tot Deposit _ 

GiftCert Red_ 
Credit Cards 
AMEX 
Discover 
Master Card 
V |SA " 

Actual Amt 
Comp Amt 
Over/Short 

Memo: 

Dlsburs. 

Credits 

Refunds 


m 


[ 2 ] 


[3] 


[4] 


15] 


16 ] 


[ 7 ] 


Initials CSR/MOD / _/_/_/_/_/_/_ 

By initialing/signing this document, I attestto the accuracy and validity of the above calculations to the best of 
my knowledge 


Change Funds Cash 
Base Till Cash 


Closing MOD Signature 
Date 



Opening MOD Signature 
{Next Morning) 
Date 


Figure 12: Daily Cash Balancing 'Worksheet 
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Count Store Change Fund 


NOTES 


The store change fund is cash used to buy and make change for the tills 
throughout the business day. The store change fund amount should always 
remain constant. To count the store change fund, perform the following: 

1. Count the change fund to verify total amount of bills and coins. 

2. Log total on “Change Funds Cash” line of the previous day’s Daily 
Cash Balancing Worksheet. Sign and date the worksheet (as shown in 
Figure 13 below). 
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NOTES 


Bonking 


When opening a store, follow these banking procedures: 

• Verify the amount of the bank deposit. 

• Determine the store’s change needs. 

• Make the bank deposit. 


Count and Verify the Bonk Deposit 

The bank deposit is prepared by the closing MOD. Before making the 
deposit, you must count the cash and checks to verify the amount. Use a 
calculator or adding machine to verify cash, check, and charge entries on the 
previous day’s Daily Cash Balancing 'Worksheet against bank deposit amounts. 
Count the cash and coins first, then add the amount of checks received to 
arrive at the total bank deposit. 

OO If you use sealed bank deposit bags, you don’t need to verify 
jjBpL the deposit. 


If there is a discrepancy with the amount of the bank deposit, you must 
correct the deposit slip to reflect the amount of the actual bank deposit. To 
correct the deposit, perform the following: 

• Recalculate the total on the Daily Cash Balancing Worksheet. 

• Recount the bank deposit, tills, and change fund. 

• Check drop safes for cash drops that may have been overlooked. 

• Check the Not Cashed Out Report (part of the Daily reports) to ensure 
that all accounts were cashed out. 

If the bank deposit is over or short, and you can’t find the discrepancy, make 
sure to log the amount on the “Over/Short” line of the Daily Cash Balancing 
Worksheet. 



Refer to Support Operations Chapter 4: Cash Management for more 
information. 
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If you find an error in the calculations, you must enter the correct amount in 
the computer. To correct the amount in the computer, perform the following: 


NOTES 


1. Modify the Amounts and Adjustments Screen to reflect the true amounts 
using the EOD Edit option on the Daily Menu. 

2. Reprint corrected reports. 

3. Comment the corrected report with the reason for change to the 
Amounts and Adjustments Screen. 

4. Attach the corrected reports to the original reports. 

5. Make any necessary corrections to the bank deposit slip. 



You MUST make the bank deposit every day before the store 
opens, even if you have an overage or shortage. 


Determine Change Needs 


Change needs vary according to store revenue, holidays, weather, and bank 
holidays. Under normal operating conditions, you will need to make a change 
order (typically for dollar bills and coins) from your bank twice a week; busy 
locations will need to determine change needs more often. It is your 
responsibility to make sure the store has the proper denominations of bills and 
coins to make change for our customers; don’t be forced to make change for a 
dollar in nickels because the change fund has not been properly monitored. 
Consult your District Manager for increases/decreases in your change fund. 

On the listed days, perform the following: 


Monday. Anticipate next 4 days’ change needs. 
Friday. Anticipate weekend change needs. 


f Depending on your bank’s policies, you may need to call in 
your change order prior to going to the bank. 
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NOTES 


Moke the Bonk Deposit 


You MUST make a bank deposit EVERY DAY without exception. Make the 
bank deposit before opening so that a large amount of money is not left in the 
store during the day. 

When making a bank deposit, remember the following tips: 

• Disguise the bank bag by placing it in a BLOCKBUSTER bag, a tape 
case, etc. 

• Check for suspicious activity outside the store before unlocking 
the door. 

• Set your alarm when going to the bank if you are the only one in 
the store. 

f DO NOT walk to the bank unless that walk is shorter than the 
walk to your car. Don’t be predictable; take a different route 
to the bank every day. 

Once at the bank: 


• Pick up any deposit slips and locking bank bags left in night/weekend 
depository. 



ExAMplf 


Pick up Sunday’s deposit slips and bank bag on Monday. 


• Verify that the deposit matches the amount on the validated deposit 
slip before leaving the bank. 

If making a deposit into an after-hours bank depository, make 
jEL sure that the bank bag drops completely into depository and is 
r not exposed in any way. 



Refer to Support Operations Chapter 4 - Cash Management for 
more information. 
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Activity 

Port I 

1. Have your Store Manager show you which bank branch the store uses. 
Locate the night depository and the commercial drive-through lane. 
Be sure to make note of the bank’s hours of operation. 


2. Discuss your store’s change needs with your manager. Try to get an 
idea which days you may need to modify your change order. 


3. Make a bank deposit for your store with your manager. Make sure that 
you use proper security procedures when making the deposit. 

Port II 

1. Match the following: 

Change Fund. a. Register cash 

Cash Tills b. Used to correct an error in calculations 

Bank Deposit c. Must be made daily 

EOD Edit Option d. Used to make change for the tills 

Select all correct answers: 

2. When making a bank deposit: 

a. It is acceptable to stop along the way to make a telephone call. 
Disguise the bank bag. 

c. You can choose any time during the business day. 

3. When making a store change order: 
a. On Monday, anticipate the next five days’ change needs. 

(bj Change needs may vary. 

c. On Thursday, anticipate the weekend’s change needs. 



NOTES 
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NOTES 


Activity Answers 


Match the following: 

Register cash 

Used to correct an error in calculations 
Must be made daily 
Used to make change for the tills 

Select all correct answers: 

2. When making a bank deposit: 

a. It is acceptable to stop along the way to make a telephone call. 
(b. Disguise the bank bag.^ 
c. You can choose anytime during the business day. 

3. When making a store change order: 

a. On Monday, anticipate the next five days’ change needs. 

( j). Change needs may varyf) .. . 

c. On Thursday, anticipate the weekend’s change needs. 


Change Fund 
Cash Tills 
Bank Deposit 


EOD Edit Option 
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NOTES 


Audit the Store's Cosh 
ond Product _ 

If you have time before the store officially opens, review the accuracy of 
yesterday’s paperwork (if you don’t have time before the store opens, make 
sure you do it sometime during the day). Remember, correcting errors now 
will save you time and money in the future ~ ultimately improving your 
store’s profitability. When you open, you’ll be requested to: 

• Audit the previous day’s receiving. 

• Compile the Daily File Documents. 

• Redeem gift certificates every Monday. 

• Count the cash tills with the CSRs. 

f You will learn how to redeem gift certificates later in 
this section. 


liudit the Previous Doy's Receiving 


Auditing the previous day’s receiving allows you to double-check all of 
yesterday’s receipts. Mistakes that lead to inventory problems can cost your 
store money. Verify product invoices against the Receipts from Vendor page of 
the Daily Receipts Report (refer to Figure 14 for more information), part of the 
End of Day Report set. Carefully check the report against the actual invoices to 
ensure that items were actually received: 

• From the correct vendor. 

• With the correct PO and invoice number. 

• Into the correct product category (RENTAL or SALE). 

• With the correct quantity. 

If you find a discrepancy, check the report again to verify that there is an 
error. Once you confirm that there is an error, notify your Store Manager, who 
will use the Correct Receive option to rectify it Attach invoices to their 
corresponding Daily Receipts Report and file in the Packing Slips: Product 
Vendors File. 
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NOTES 


— 
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TOTAL: 4 


Figure 14: Daily Receipts Report , Receipts from Vendor Page 


Compile (he Doily File Documents 


Every store must keep a file of Daily Reports for 90 days. It is important to 
keep complete, accurate daily files in case you need to research and resolve 
discrepancies. Before opening the store for business, place the following items 
in the Daily File-. 


m 

o 

o 

• 


Daily Cash Balancing Worksheet (attached to the validated deposit slip). 

All of yesterday’s employee balance reports and employee 
credit details. 

All Daily Reports (originals and any corrected reports created after using 
the EOD Edit command). 

Refund receipts. 

Credit receipts. 

Coupons. 

Logger printer output. 

Credit card receipts (merchant copy) 
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NOTES 


Gift Certificate Redemption 

All BLOCKBUSTER gift certificates are sent to a clearinghouse which 
validates the certificate numbers, then sends the reimbursement to the 
corporate offices. Mail the redeemed gift certificates every Monday to the 
Redemption Center. Be sure to complete the procedures properly to ensure 
that your store gets paid for the redeemed certificates. 

Company stores will not be directly reimbursed for redeemed certificates; 
instead, reimbursement is sent to the corporate accounting office. All 
accounting for redemptions are handled by BLOCKBUSTER Corporate 
Accounting. 

To redeem gift certificates, perform the following: 

1. On Monday of each week, remove the voided certificates from the 
store safe and send them to the Redemption Center. Complete the 
BLOCKBUSTER Video Gift Certificate Redemption Ticket (you 
must include your store number and address on the redemption 
ticket). 

2. Separate the two-part redemption ticket form and place the original 
copy in the plastic packing slip envelope; make sure the addressee 
(C.A.P.S.) is clearly visible. 

3. Affix the plastic pouch to the white redemption envelope containing 
the certificates. 

4. Inspect each certificate to ensure that the word “VOID” has been 
written across the face of the certificate. 

5. Count and place the redeemed certificates inside the white 10" X 13" 
blank redemption envelope. 

f The white redemption envelopes are large enough to handle 
over 1,600 certificates. If more than 1,600 certificates are being 
redeemed, send two or more packages. Complete a separate 
redemption ticket for each package. 

6 . 
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NOTES 


7. Mail the certificates to the Redemption Center. The address is: 


C.A.P.S. 

4020 N. Mesa 
El Paso, TX 79902 


When mailing the certificates, use the most economical means 
available (depending on how many certificates you are mailing). 
Follow these guidelines: 

a. Less than 50, use the U.S. mail. 

b. 50-900, use Certified Mail (retain receipt for possible tracking). 

c. 900+, use Federal Express 2 day using BLOCKBUSTER Video’ 
national contract rate (under 4 lbs., $6.00). 


8. Place the store copy of the two-part redemption ticket in the Gift 
Certificates File and retain for 90 days. 



Refer to the “Gift Certificates” section of Support Operations 
Chapter 8- Product Management for information on ordering 
additional gift certificates. 
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Have CSfls Recount Cash Tills 


NOTES 


Count the tills with the CSRs. Make sure they acknowledge they have 
started with an accurate amount; this ensures that the CSRs accept full 
responsibility for overages/shortages to their tills (make sure the CSR initials 
the calculator tape). Make sure each CSR’s count matches your own. If not, 
recount the till together. 

Assign (he Tills (o (he CSRs 

Assigning tills allows the system to match the till to a particular CSR’s I.D. 
number and password as a security measure; this prevents unauthorized 
persons from accessing a till. Once assigned, only the assigned employee or a 
manager can access that till. To assign the tills to the CSRs, perform the 
following: 

1 . Type ASSIGN at the prompt. 

2. Enter the number of the employee you want to assign the till to. 

3. Enter the Gash Drawer number. 

4. Enter <Y> at the New Till prompt. 

5. Enter the validating employee number (this is your MOD I.D.). 

6. Enter the validating password. 
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NOTES 


Assign (he Check-In Station 

Assign one station as the check-in station by using the ASSIGN CHECK¬ 
IN command. To assign the checkin station, perform the following: 

1. Type ASSIGN CHECKIN at the prompt. 

2. Enter the validating employee number (this is your MOD I.D.). 

3. Enter the validating password. 
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Activity 


NOTES 


Port I 

1. Audit the previous day’s receiving records. Have your manager check 
your calculations to ensure that you used the correct procedures. 

2. Redeem the gift certificates the store has received at the appropriate 
time. Check to ensure that you are using the proper mailing method. 

Pent II 


Select all that are correct: 


1. When auditing the previous day’s receiving, carefully check the report 
to ensure that items were received: 

(Jb? 

(5 


From the correct freight company. 
From the correct vendor. 

With the correct quantity. 


2. Mistakes that lead to inventory problems can: k o > ± 

— *_£_[_£ _ i _ 


3. Gift certificates should be mailed to the Redemption Center at: 

C , AP9, _ 

L h_ 2 - O A/ T^es&d, 

£ / 'T£ ^ Jf/fl 0 21 
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NOTES 


Activity Answers 


Select all that are correct: 

1. When auditing the previous day’s receiving, carefully check the report 
to ensure that items were received: 

a. From the correct freight company. 

b. From the correct vendor. 

c. With the correct quantity. 


2. Mistakes that lead to inventory problems can cost your store money in 
t-hft form of lost profits and chargebacks . 


3. Gift certificates should be mailed to the Redemption Center at: 


CARS. 

4020 N. Mesa 
F.1 Paso, T evas 79902 


15& 
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NOTES 


Preparing Hie Store 


First impressions are lasting impressions, so be sure that the store is prepared 
to receive customers. Perform the following duties to ensure that your store is 
ready to open: 

• Modify the display pole message. 

• Modify the suggestive sales message. 

• Generate account maintenance reports. 

• Take out the trash. 

• Check the store exterior. 

• Prepare store interior. 

Modify Ihe Display Pole Message 


Display poles (as shown below in Figure 15) flash messages for customers 
while they are waiting at the checkout counter. Use the PROMO command 
in the Point of Sale program to modify the message on the display poles. To 
modify the display pole, perform the following: 

1. Type PROMO at the prompt, then press <RETURN>. 

2. Enter your I.D. and password. 

3. Enter your message at the prompt, then press <RETURN>. 

4. Exit the Point of Sale program to return to the GSR Menu to activate 
the new message. 


POS Customer 
Display Pole 



Figure 15: POS Customer Display Pole 
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NOTES 


Modify the Suggestive Soles Message 


Suggestive sales messages displayed on the terminal remind employees about 
current rental and sales promotions when they are checking out films to 
customers. Use the SUGGEST command in the Point of Sale program to 
modify the sales message. To modify the suggestive sales message, perform 
the following: 

1. Type SUGGEST at the prompt. 

2. Enter your I.D. and password. 

3. Enter your message at the prompt, then press <RETURN>. 

Use the suggestive sales message to remind employees of 
special offers or promotions. 

X 

Take Out the hash 


Pass the clear trash bags through the EAS system. Clear bags are used to 
prevent people from stashing merchandise in the trash bags so they can collect 
it from the trash bin outside. Avoid having the person who collected the trash 
last night take out the trash in the morning. Lock the door behind them when 
they go out and when they return. 



Remember security issues when taking out the trash. Look 
through the front door for strangers outside before leaving 
the store. 
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Check (he Store Cxlerior 


Checking the store’s exterior is the last chance you have to put on your best 
face before opening. Check all around to make sure the store looks inviting to 
our customers. 

• Lock the door behind you. 

• Verify that the landscaping and parking lot are free of trash. 

• Verify that the sidewalks are clean and swept. 

• Verify that the flags are not torn or frayed. 

• Make sure that the window glass is clean and free of smudges. 

• Make sure the door mats are out. 

Prepare Store Interior 


To prepare the store interior, perform the following: 

• Turn on all signs. 

• Turn on monitors and VCRs. 

• Turn on sound system. 

• Load and play trailer tapes. 

• Change message board information (MOD name and date-due signs). 

• Conduct a store walk-through to ensure the store meets 
BLOCKBUSTER’S appearance standards. 


Achievement 7: Opening the Store 161 





NOTES 


Unlock (he Doors for Business 
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Activity 

Port I 

1. Open the store for a minimum of two days with your Manager, or until 
you are comfortable enough to run the opening shift alone. Observe 
the methods he or she uses. The certification in this Achievement 
requires you to run an opening shift alone. 

2. Use the MOD Opening Checklist when you shadow your manager. 

3. Take a walk outside to familiarize yourself with the store’s exterior. 
Take note of its overall condition. 

Pent II 

1. Modifying the suggestive sales message will increase the quality of 
customer service. 

Tme or False 

2. Suggestive sales messages remind the customer of current promotions. 

Tme or False 

3. List the duties you must perform to ensure that your store is prepared 
to receive customers: 



NOTES 
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NOTES 


Activity Answers 


1. Modifying the suggestive sales message will increase the quality of 
customer service. 


True 


2. Suggestive sales messages remind the customer of current promotions. 

False 

It reminds employees of current promotions so they can tell 
their customers. 

3. List the duties which must be performed to ensure that your store is 
prepared to receive customers: 

a. Modify the display pole message . 

b. Modify the suggestive sales message . 

c. Generate account maintenance reports . 

d. Take out the trash . 

e. .Gh.eck.the store exterior. 

f. Pxepare store interior. 

g. Change message board information . 
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Achievement 7 Certification 


NOTES 


This is a skill-based Achievement. To illustrate proficiency in this 
Achievement area, perform the skills listed in Part I and address the case 
study in Part II. 

Pent I 

1. Run two opening shifts alone. 

Port II — Case Study 

Determine how you would handle the situation below. Tie your answer into 
the Golden Rules fora BLOCKBUSTER Experience. 

You are opening the store with a GSR. You assign the GSR to 
complete the opening CSR checklist but it does not get done prior to 
opening. The GSR continues to complete the duties according to your 
instructions. You notice that the GSR is working diligently to 
complete the duties on the checklist but in the process, customers are 
entering the store without being greeted. What do you do? 


Great Job! Congratulations! 


Store Manager 
Date_ 
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Congratulations! 


Congratulations, you’ve finished AM training! On the next few pages, you will find the answers 
to the movie trivia questions, as well as a checklist of all the points covered in this module. Now 
that you are certified in the AM module, have your store manager sign the checklist and send it 
to your Regional Trainer. Also, make sure your store manager updates the Starmaker Wallchart. 


Ihe Next Starmaker Series Module 


The next module in the employee development program is The Starmaker Series: Senior Assistant 
Manager Module. 


Conclusion 
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Movie iHvio Answers 


All the questions in this module dealt with action/adventure. Let’s see how 
you did. 

1. Al Pacino in The Godfather. This 1972 movie hosts an all-star cast including 
Marlon Brando, James Caan, Diane Keaton, and Talia Shire. This movie, 
the first in The Godfather series, won a Best Picture Oscar and earned Brando 
a Best Actor Oscar as well. 

2. Grab Key. Sean Connery, as 007, battles a sinister mastermind, played by 
Joseph Wiseman, on this Caribbean island. This 1963 movie marks the first 
film appearance of James Bond. 

3. He plays an irate passenger in Trains Bickle’s cab — he is irate because his wife 
if having an affair. Robert DeNiro plays the crazed, paranoid New York City 
cab driver who wants to save a 12-year-old prostitute from the streets. 

4. Replicants. Blade Runners were the people assigned to hunt them down in this 
fast-paced 1982movie that stars Harrison Ford as the lead. Rutger Hauer 
and Daryl Hannah also star. 

5. Dragp. Sylvester Stallone faces Dolph Lundgren as Drago in this 1985 
Rocky movie. 

6. The Untouchables (1987). Sean Connery won a Best Supporting Actor Oscar 
for his performance as a street-wise cop who works with federal agent Elliot 
Ness (played by Kevin Costner) as he tries to stop Al Capone (played by Robert 
DeNiro) in prohibition-era Chicago. 

7. Five. Clint Eastwoodplays Harry Callahan, a San Francisco cop who makes 
his own rules and does whatever it takes to keep the streets clean, in Dirty Harry 
(1971), Magnum Force (1973), The Enforcer (1976), Sudden Impact (1983), 
and The Dead Pool (1988). 
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